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DEVELOPMENT OF AN EMPLOYEE MANAGEMENT MODEL 
TO ADDRESS CONFLICT AND DISCIPLINE IN SME’S 
By Beverley Wren 
 
ABSTRACT 
 
The research problem addressed in this study is to determine what effect 
current labour legislation has on small and medium enterprises (SME’s), in 
particular with regard to handling conflict and disciplinary procedures in the 
workplace. To achieve this objective a literature study was undertaken to 
ascertain what labour relations practices are recommended and/or enforced by 
law. The literature study included a look at the effect of conflict on the 
workforce and the resultant cause and effect of the stress that conflict causes. 
 
The literature study was then used to develop a questionnaire to test the 
degree to which small to medium sized business managers, in the coastal city 
of George in the Western Cape, complied with the law and application of the 
necessary regulations governing labour relations.  
 
The empirical study results indicated a healthy adherence to labour legislation 
in general. The results indicated that the role-players, namely owners and 
managers of small to medium sized businesses, had valid arguments both for 
and against the weight of the labour legislation imposed on small businesses.  
 
Those businesses that had not indicated a strict adherence to regulation run 
the risk of costly fines and penalties being imposed on them. Such enterprises 
would do well to employ an independent consultant to “audit” and update 
employee records on a regular (6 monthly) basis. Failure to take the time to 
have all the correct documentation prepared could result in costly labour 
disputes and government intervention, which far outweighs the cost of a 
professional ensuring that all the necessary paperwork is correct and in place. 
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CHAPTER 1 
 
PROBLEM STATEMENT AND DEFINITION OF KEY CONCEPTS 
 
1. INTRODUCTION 
The focus of this study is to research, and attempt to find, an applicable 
method of handling and managing conflict in small to medium size enterprises 
in the coastal city of George in the Western Cape of South Africa.  
 
In most cases, conflict is the result of people not achieving their goals or 
competing for scarce resources. Mankind is taught to stand up for themselves 
and fight their own battles, but resolving conflict is important to the 
psychological health and well-being of everyone involved.  
 
Effective communication and negotiation in any relationship goes a long way to 
clear up the misunderstandings and differing perspectives that give rise to 
conflict. Although, there are some conflict situations where the circumstances 
are so untenable that it invariably becomes necessary to have a mediator to 
resolve a problem and dispel the tension caused by the conflict. Some conflict 
gives rise to an opportunity to debate about issues that affect interpersonal 
relationships between individuals and groups of individuals, and in the working 
environment, between managers and employees. 
 
In this study the student will discuss some of the aspects of how conflict arises, 
the stress that conflict causes and how to effectively deal with conflict in the 
workplace, in line with the relevant legislation governing labour relations, in 
order to steer the workforce to achieve and maintain a happy and productive 
working environment. 
 
In this chapter the student formulates the process that will be followed by 
identifying the specific problem to research, defining the key concepts, 
demarcating the research area, and proposing the research assumptions and 
significance. 
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1.1  STATEMENT OF THE PROBLEM 
Bak (2004:6) states that the conceptualisation of a suitable and interesting 
topic can be the most challenging and difficult part of the proposal 
development. It is suggested that the first step is to identify a broad field of 
interest and then narrow it down to the development of an appropriate 
question. 
 
The problem or question is the core of the research paper. The main problem 
must first be accurately explained and must be expressed clearly and 
completely, after which sub-problems can be identified. (Leedy and Ormrod 
2005:43). 
 
Leedy and Ormrod (2005:45) recommend certain guidelines to aid in the 
process of finding a relevant research question. 
1. Everyday life can offer questions or problems that need solving; 
2. Certain literature may suggest what is unknown about a particular field; 
3. Conferences of professional fields may offer a topic; 
4. The advice of experts may also identify unsolved questions; 
5. The topic must interest the author; 
6. The topic must also be interesting and understandable to others. 
 
The sub-problems can be identified by finding areas in the main problem that 
require detailed attention before an answer is formulated. Sub-problems 
should have the following five characteristics; 
1. The sub-problems should all be logical elements of the main problem 
that can be researched on their own; 
2. Every sub-problem must have data that will be interpreted; 
3. The sub-problems must contain more data than what is necessary for 
conclusion in the main problem. 
4. The sum total of all the sub problems should add up to the main 
problem. 
5. A minimum of two and maximum of six sub-problems should be used 
 (Leedy and Ormrod 2005:51). 
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Since 1994 when the newly elected government came into power many South 
African businesses have been affected by the introduction of new labour 
legislation which has led to a lot of frustration, particularly for small to medium 
sized enterprises (SMEs) which do not have the manpower to stay abreast of 
the current process of change. 
 
1.1.1  Main Problem 
How should small to medium sized businesses handle employee 
relations to ensure the most effective conflict management?   
   
1.1.2 Sub Problems 
a) What does the available literature suggest the principles are for 
managing employee relations and conflict in the workplace? 
b) What does the available literature suggest the legal requirements 
are for managing employee relations and conflict in the workplace? 
c) How can the principles of managing employee relations and the 
legal requirements be integrated into the best practices for 
managing employee relations and conflict in small to medium sized 
businesses? 
 
1.2  DEFINITION OF SELECTED CONCEPTS  
The concepts of employee relations, conflict and resources used to implement 
legal requirements will be defined in the context of this research paper. 
 
1.2.1 Definition of Employee Relations 
The field of labour/employee relations studies the policies and practices 
governing the relationship, interaction and interdependency - including conflict 
and grievance resolution – between companys’ top management and the rest 
of the employees.  
 
There are five distinct meaning constructs that describe the different bases for 
the connection of individuals to the phenomenon of working. These are: 
centrality of work; work role identification; valued working outcomes; work 
goals and societal norms with regard to an individual’s obligations to work and 
 4  
entitlements received from work (Basini and Buckley, 1997:1). 
 
1.2.2 Definition of Workplace Conflict 
Conflict is a natural disagreement resulting from individuals or groups that 
differ in attitudes, beliefs, values or needs. It can originate from past rivalry and 
personality differences resulting in an open clash between two opposing 
groups or through a disagreement in which the parties involved perceive a 
threat to their needs. 
 
In a working environment conflict would most commonly pertain to the threat of 
not achieving the company’s goals due to the poor work performance, or 
misconduct of employees, that results in a clash with management. 
 
1.2.3 Definition of Legal Requirements for Labour Relations 
Legal requirements are the acts and legislation passed by government to 
control the governance of the country. In this research paper focus is placed 
on the acts and legislation pertaining to labour relations. 
 
1.3  DEMARCATION OF THE RESEARCH 
Geographical Area:    George, a coastal city in the Western Cape 
      of South Africa; 
Size of Enterprises: Small to medium size businesses 
employing 10 to 200 people; 
Management Level: Top Management, being the owner and/or 
manager of a small to medium size 
enterprise (SME). 
 
1.4  ASSUMPTIONS 
a)   It is assumed that employee relation practices regarding conflict and 
discipline are independent of size of organisation and operate in a 
similar way in all businesses; 
b) It is assumed that management of employee relations and conflict in 
small businesses will be similar to that of large businesses. 
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1.5  SIGNIFICANCE OF THE RESEARCH 
The significance of this research is accentuated by the fact that the 
government want to encourage the development of small businesses as it is 
constructive for the growth of a healthy economy, yet the rules and regulations 
that govern small businesses are so weighty that they become too complex for 
many owners or managers of small businesses to fully comply with. More often 
than not, managers of small to medium size businesses do not have sufficient 
knowledge of all the requirements, nor do they have the time, skills or 
infrastructure in place to contend with all the rules and regulations that govern 
labour relations, so as to deal with the labour-force fairly and effectively at all 
times. It is necessary to do research in order to obtain information that can 
help to educate owners and managers of small businesses in the knowledge of 
acceptable practices and legal requirements for employee relations. 
 
1.6  STANDARD INDUSTRIAL CLASSIFICATION OF BUSINESSES 
According to the Small Business Act, 102 of 1996 (Office of the President, 
1996:2) point (xv) "small business" means a separate and distinct business 
entity, including cooperative enterprises and non-governmental organisations. 
A small business must be managed by one or more owners, which, including 
its branches or subsidiaries (if any), can function in any sector or sub-sector of 
the economy mentioned in column I of the Schedule below. A business is 
considered small if it can be classified as a micro-, a very small, a small or a 
medium enterprise by satisfying the criteria mentioned in columns 3, 4 and 5 of 
the Schedule (Table 1.1) opposite the smallest relevant size or class as 
mentioned in column 2 of the Schedule (Table 1.1);  
The Small Business Act, 102 of 1996 (Office of the President, 1996: Point (xvi), 
states that "small business organisation" means any entity, whether or not 
incorporated or registered under any law, which consists mainly of persons 
carrying on small business concerns in any economic sector, or which has 
been established for the purpose of promoting the interests of, or representing, 
small business concerns, and includes any federation consisting wholly or 
partly of such association, and also any branch of such organisation  
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Table 1.1: Schedule of Small to Medium Sized Business Definition  
Sector or sub-sectors in 
accordance with the 
Standard Industrial 
Classification 
Size or 
class 
Total full-time 
equivalent of 
paid employees 
Less than: No of 
employees 
Total 
annual 
turnover  
Less than: 
M=Million 
Total gross asset 
value (fixed 
property  
excluded) 
 Less than: 
M=Million                
Agriculture Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R 4.00 m 
R 2.00 m 
R 0.40 m 
R 0.15 m  
R 4.00 m 
R 2.00 m 
R 0.40 m 
R 0.10 m 
Mining and Quarrying Medium 
Small 
Very small 
Micro 
200 
50 
20 
5 
R30.00 m 
R 7.50 m 
R 3.00 m 
R 0.15 m 
R18.00 m 
R 4.50 m 
R 1.80 m 
R 0.10 m 
Manufacturing Medium 
Small 
Very small 
Micro 
200 
50 
20 
5 
R40.00 m 
R10.00 m 
R 4.00 m 
R 0.15 m 
R15.00 m 
R 3.75 m 
R 1.50 m 
R 0.10 m 
Electricity, Gas and Water  Medium 
Small 
Very small 
Micro 
200 
50 
20 
5 
R40.00 m 
R10.00 m 
R 4.00 m 
R 0.15 m 
R15.00 m 
R 3.75 m 
R 1.50 m 
R 0.10 m 
Construction Medium 
Small 
Very small 
Micro 
200 
50 
20 
5 
R20.00 m 
R 5.00 m 
R 2.00 m 
R 0.15 m  
R 4.00 m 
R 1.00 m 
R 0.40 m 
R 0.10 m 
Retail and Motor Trade and 
Repair Services  
Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R30.00 m 
R15.00 m 
R 3.00 m 
R 0.15 m 
R 5.00 m 
R 2.50 m 
R 0.50 m 
R 0.10 m 
Wholesale Trade, Commercial 
Agents and Allied Services 
Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R50.00 m 
R25.00 m 
R 5.00 m 
R 0.15 m 
R 8.00 m 
R 4.00 m 
R 0.50 m 
R 0.10 m 
Catering, Accommodation and 
other Trade 
Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R10.00 m 
R 5.00 m 
R 1.00 m 
R 0.15 m 
R 2.00 m 
R 1.00 m 
R 0.20 m 
R 0.10 m 
Transport, Storage and 
Communications 
Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R20.00 m 
R10.00 m 
R 2.00 m 
R 0.15 m 
R 5.00 m 
R 2.50 m 
R 0.50 m 
R 0.10 m 
Finance and Business Services Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R20.00 m 
R10.00 m 
R 2.00 m 
R 0.15 m 
R 4.00 m 
R 2.00 m 
R 0.40 m 
R 0.10 m 
Community, Social and 
Personal Services 
Medium 
Small 
Very small 
Micro 
100 
50 
10 
5 
R10.00 m 
R 5.00 m 
R 1.00 m 
R 0.15 m 
R 5.00 m 
R 2.50 m 
R 0.50 m 
R 0.10 m 
Standard Industrial Classification of Businesses - According to the Small 
Business Act (Act 102 of 1996, Office of the President, 1996:2 point xv). 
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As seen in Table 1.1, the definitions of the various sized businesses are as 
follows; micro enterprises have a staff complement of 1 to 5 workers, very 
small businesses employ 6 to 10 people, small business from 11 to 50 
employees and depending on the business sector, medium size businesses 
employ from 51 to between 100 or 200 people. For the purposes of this study 
the student will assess companies that employ 6 to 200 people.  The other 
criteria for determining the size of the business includes, annual turnover and 
gross asset value but these criteria will not be taken into consideration for the 
purposes of this research proposal. 
 
1.7  LITERATURE SURVEY 
Research reports and research proposals typically have a section that reviews 
the related literature. The review describes theoretical perspectives and 
previous research findings regarding the problem at hand.  Its function is to 
“look again” at what others have done in areas that are similar to one’s own 
area of investigation (Leedy and Ormrod, 2005:64). 
 
An evolutionary overview shows that working life today is significantly different 
from what it used to be in the past and it can be concluded with reasonable 
certainty that it will be even more significantly different in the future. With the 
advent of the Industrial Revolution, daily life and the world of work changed 
dramatically as technological developments led to the establishment of 
factories where people went to work in a rigidly structured environment. 
Working life came to be removed from the family and household context. 
Specific employee-employer relationships were established which had to be 
managed by those in charge. (Swanepoel, Erasmus, van Wyk and Schenk, 
2003:5). 
 
1.8  EMPIRICAL STUDY 
The empirical study will consist of: 
1. A survey, conducted in the geographical area selected, to establish how 
current legislation and practices impact directly and indirectly on the 
workforce of SMEs;  
2. An effective measurement being applied to the above survey in the form 
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of a comprehensive questionnaire developed by the researcher. The 
questionnaire will be based on information gained from the literature 
study and surveyed to determine areas of concern with regard to current 
practices and how SMEs are affected by current labour legislation; 
3. A relevant sample being drawn. The sample will cover enterprises with 
a staff complement of 6 to 200 employees and that fall within the 
demarcation of the research. 
 
1.9  DEVELOPMENT OF THE RESEARCH  
According to Leedy and Ormrod (2005:43) there can be a differentiation 
between two types of research to be conducted. Basic research can advance 
mankind’s theoretical perceptions about a particular topic, and applied 
research can influence human decision-making regarding practical problems.  
 
This study will be formulated using both basic and applied research. The basic 
research is utilised to highlight the perceptions that small business managers 
have about conflict and discipline in the workplace; and the applied research is 
utilised to assist small business managers with decision-making regarding 
handling conflict and discipline in the workplace.  
 
The first part of this research project is a literature survey and discussion of the 
theory of employee relations and handling conflict in the labour force. The 
basic models of employee relations and conflict resolution and the theory of 
the most effective conflict handling styles are researched, starting with causes 
of conflict in the labour force and ending with establishing the most effective 
manner to handle conflict in order to achieve the best solution. 
 
The basic premise of conflict handling styles leads to the formulation of the 
type of training required for a manager to effectively resolve conflict and avoid 
problems, such as strikes, loss of earnings and in some cases, even 
arbitration. The effectiveness of workplace conflict resolution is valued using 
the Council for Conciliation, Mediation and Arbitration (CCMA) approach as a 
foundation, and developing it into a less cumbersome but still fully functional 
manner for conflict resolution in the workplace before arbitration is required. 
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The second part of this study project includes: 
1. A questionnaire: Sent to SME’s in George: 
2. Telephonic or personal interviews: Where no reply to questionnaire is 
returned, business managers will be approached to complete a 
questionnaire telephonically or in person. 
3. A sample of 41 small to medium size enterprises (SMEs) in George;  
4. Checking of statistical analysis of data by Dr J Pietersen, a statistician 
of Nelson Mandela Metropolitan University in Port Elizabeth. 
 
The statistical analysis has been done using two computer programmes, 
namely; SPSS for Windows Student Version, Release 11.0.0 and STATISTICA 
Version 7.1, as each package has a different dynamic that was applied to the 
research finding.  
 
Although the research sample was relatively small it is found to be acceptable 
as Leedy and Ormrod (2004:251) postulate that the function of inferential 
statistics allows inferences to be made by collecting data on relatively small 
samples.  
 
The research proposal has been formulated to include the following chapters: 
1. Introduction, statement of the problem, definition of selected concepts, 
demarcation of the research, assumptions, significance of the research, 
literature survey, empirical study, development of the research and the 
proposed study to conclude the research; 
2. A study of conflict management principles for human resources; 
3. A view of Labour Relations Legislation for small to medium sized 
enterprises (SMEs); 
4. Research findings from replies to questionnaires on conflict handling in 
the workplace with conclusions and recommendations. 
5. Development of an employee management model to address conflict in 
the workplace  
6. Conclusion of the research with recommendation for integrating conflict 
management principles with current labour legislation to assess best 
practices for handling employee relations and conflict in the workplace; 
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1.10  CONCLUDING THE STUDY PROPOSAL 
This concludes the chapter on formulating the research proposal. The main 
problem and how to address it was considered. Specific research methods 
were used to address the problem of managing conflict and discipline in small 
to medium size enterprises (SMEs). The significance of the research was 
stated, key concepts have been defined and the research procedures to be 
followed for the compilation of this study were clarified.  The results obtained 
from the literature survey and the empirical study will be used to formulate a 
model for handling conflict and discipline in the workplace. 
 
Chapter 2 follows and deals with the study of conflict management principles, 
the stress conflict causes, a study on the various types of conflict personalities 
and effective conflict handling of human resources in the workplace of SME’s.  
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CHAPTER 2 
 
HUMAN RESOURCE CONFLICT MANAGEMENT 
 
2. INTRODUCTION 
In order to establish the effects of conflict on employees, it is necessary to first 
understand what conflict and potential conflict are, and how to apply conflict 
management principles to facilitate reaching an equitable solution to any 
problem. 
 
This study includes a look at human relations and the nature of man. An 
investigation will be made of the effect that conflict, stress and crisis has on 
relationships and the impact caused in the workplace. The research will also 
be used to analyse management and leadership roles and define the 
managerial skills and emotional intelligence required to understand workers 
and their needs.  A study will be made of the ability of managers to perceive a 
conflict situation and to recognise potential conflict, with the intention of 
effectively dealing with the workforce in a manner that benefits the 
management and employees of the enterprise. 
 
In this second chapter of the research, the principles of managing conflict from 
the time that understanding and managing conflict became a discipline, after 
The Great Depression, to current day Human Resource Management (HRM) 
are explored; as well as the skills and emotional intelligence managers need to 
handle conflict in the workplace, so as to effectively reduce stress and crisis. 
 
2.1  HUMAN RELATIONS 
After The Great Depression emphasis began to be placed on understanding 
workers and their needs, focusing attention on human relations and specifically 
highlighting the psychological and sociological aspects of work. Human 
Resource Management (HRM) is a discipline that involves understanding 
people and being able to work well with them, as well as managing and 
resolving conflict in the organisation, between peers and between managers 
and subordinates (Rue and Byars, 1992:45). 
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2.2  THE NATURE OF MAN 
Human beings are reassured by living in a familiar environment, surrounded by 
objects and people that are well known and understood. If a person were 
transported to another place or a different social setting they would be less 
confident. In the effort to reach some kind of viable interpretation of the new 
environment, they would be intellectually stimulated and emotionally drained. 
To avoid committing socially unacceptable actions they would have to be 
constantly vigilant to catch the nuances of surroundings that are only half 
understood (Coleman and Watson, 1990:7). The science of the study of 
mankind, known as anthropology, deals with the origin and development of 
races, customs, cultures and beliefs. 
 
Expressed most broadly, the aim of anthropology is to provide a description of 
the social organisation, beliefs and values of a group of people or tribe 
(Coleman and Watson, 1990:43). 
 
Anthropology questions whether man is born with a blank page which is soon 
filled with values and predispositions drummed in by their culture and society, 
or whether man’s character and ways of seeing the world have been formed in 
the womb. Questions that have puzzled scholars and writers for many 
centuries are: how much of what people think, say or do, is determined by their 
nature and how much by their upbringing and culture (Coleman and Watson, 
1990:101). 
 
According to Coleman and Watson (1990:7), individual perspectives are 
comprised of the myths, rituals, family patterns, economic systems and forms 
of political organization of a given society. Viewpoints are established when 
the individual is born and bred into a particular group or culture.  
 
Social and cultural anthropology involves the study of the culture and social 
organisation of living people. It is related to the practice of ethnology, which is 
defined as the comparative study of cultures (Coleman and Watson, 1990:9). 
Sociology and anthropology are distinguished from each other in that 
anthropology usually focussed on non-industrialized people while sociology 
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concentrated more specifically on westernised societies. More recently, 
however, anthropologists have begun to apply their research methods to 
industrial societies, and sociologists are more concerned with examining and 
analysing general trends in society (Coleman and Watson, 1990:10). 
 
According to Coleman and Watson (1990:32), the anthropologist, Franz Boas, 
perceived the research of evolutionists to be inherently racist. He was 
particularly sensitive to the more excessively ethnocentric claims of cultural 
evolutionism, which treated white Anglo-Saxon males as the peak of spiritual, 
physical and cultural development. For Boas, all cultures were equal but 
different, and any attempt to classify them according to a predetermined 
evolutionary schema was insulting to their separate historical developments 
(Coleman and Watson, 1990:32). 
 
Social and cultural anthropologists assume that humankind is united by a 
common biological heritage. The great challenge is to combine an appreciation 
of the uniqueness of every culture with an effort to generate insights that are 
relevant to humankind in general (Coleman and Watson, 1990:57). In human 
resource management this entails implementing staff procedures for conflict 
management that addresses the uniqueness of cultural and other 
requirements.  
 
Employee relations involve understanding the social and cultural implications 
of working with people, as well as managing and resolving conflict between co-
workers (Rue and Byars, 1992:9). One of the pillars of management is 
determining human resource needs and recruiting, selecting, and training 
workers to achieve maximum efficiency out of the labour force. In order to 
minimise conflict, management needs to identify, train and develop individuals 
within the organisation to handle employee relations correctly. 
 
2.3  MANAGEMENT  
Management is a form of work that involves coordinating an organisation’s 
resources - land, labour and capital – towards accomplishing organisational 
goals (Rue and Byars, 1992:4). Managers are required to work with and 
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through others to achieve organisational goals in an efficient and ethical 
manner.  
 
Successful managers must be able to motivate employees to embrace the 
vision of the company and work toward achieving the company’s objectives 
with greater speed and efficiency. Participative management and 
empowerment are important aspects for managers to enforce in order to bring 
about permanent changes (Schultz, Bagrain, Potgieter, Viedge and Werner, 
2003:9). 
 
The 21st century manager must possess a variety of attributes that range from 
new visions for the organisation and customer-centred leadership to an 
awareness of external forces, significant personality traits and an ability to 
manage in chaos (Schultz, et al. 2003:16).  
 
2.3.1 Managerial Skills 
Managers in today’s business environment need to exhibit particular qualities 
and behaviours.  A good education is not enough. New skills are needed and a 
new mindset is vital. 
 
Effective managers exhibit the following characteristics: 
1 Their decision-making style is broad-based; 
2 Their interpersonal relationships are based on cooperation; 
3 Their power source is based on knowledge and is widely shared; 
4 They accept that compensation should be based on skills and results; 
5 They acknowledge that work situations are part of a strategic life plan; 
6 They are facilitators, team members, teachers, sponsors and coaches; 
7 They believe that conflict is a normal part of life; 
8 They believe that ethical considerations should be a forethought; 
9 They believe that key information should be widely diffused; 
10 They have multi-cultural and multi-lingual orientation; 
11 They promote life-long learning and are multi-skilled; 
12 They view people as a primary resource  
 (Adapted from Schultz, et al. 2003:9). 
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The competent manager must have the ability to juggle their tasks in a manner 
that gets the job done, and needs the following competences to function 
effectively: 
 
1 Adaptability. Managers must recognise and respond to continual and 
unexpected changes promptly; 
2 Creativity. Managers must have the ability to invent new options or 
reconfigure current approaches; 
3 Critical thinking skills. Managers must have problem solving skills and 
must be able to use an analytical approach to problem solving; 
4 Information Technology (IT) skills. Managers need strong IT skills to 
readily demonstrate that they are conversant with hardware and 
software packages; 
5 Intercultural competences. Managers need cross-cultural sensitivity and 
the ability to adapt to new settings. It is beneficial to their position if they 
have fluency in multiple languages applicable to their geographical area; 
6 Interpersonal effectiveness. Managers must have the ability to 
successfully lead and communicate effectively with a diverse workforce; 
7 Knowledge about state-of-the-art practices. Managers need a wide 
range of techniques and methods, based on benchmarked best 
practices 
 (Adapted from Schultz, et al. 2003:10). 
 
The three ‘Ds’ of managing tasks are: do it, drop it or delegate it. In getting 
people to give their best at work, one crucial factor is letting them make their 
own decisions on how a job is to be done and to take responsibility for the 
decisions they make and the work they deliver. 
 
Other abilities a manager needs consist of: training in skills and development 
and having knowledge of various skills such as decision-making skills and the 
art of delegation and communication. A capable manager also takes gender 
roles, cultural differences, relationship and people handling skills into account 
when dealing with the workforce. All the above-mentioned disciplines will now 
be discussed in greater detail. 
 16  
2.3.2 Skills Training and Development 
Assessment of people to be trained begins with assessing the level of skill and 
competence of managerial staff, which sets the benchmark of what you hope 
to achieve in the enterprise. If the team-leader or the manager of a business is 
not fully equipped to do the job that they have been employed for, then the 
success of their management is not of the best calibre. In order to manage the 
workforce it is better for managers to have the ability to dispense with race, 
religion and gender bias. Training managers in effective management and 
leadership is an important step for the successful management of the 
workforce. 
 
In a study done at the Gallup organisation the research showed that the main 
criterion for prominence was a number of traits that recurred regularly among 
leaders. It was found that what successful people have in common is common 
sense, knowing one’s field, self-reliance, general intelligence and an ability to 
get things going. The other factors that influence success are leadership, 
creativity and good interpersonal relationships with others. When these traits 
are cultivated, the chances of success increase dramatically (Gallup, Gallup 
and Proctor, 1987:35). 
 
Common sense is the most prevalent quality possessed by the responders. To 
use common sense one has to sweep aside extraneous ideas and get to the 
core of what matters. The key ability for success is simplifying. Common sense 
can be developed through observing it in others and learning from your own 
and other’s mistakes (Gallup, et al. 1987:36). 
 
Knowing one’s field is the second most common trait possessed by the 
responders.  Learning ‘the tricks of the trade’ first-hand is invaluable. Good 
managers need to have practical understanding of the crafts of their business. 
Part of the success formula is, understanding why functions and equipment 
perform the way they do. Nothing helps success more than knowing what 
you’re doing, so do your homework. It reduces the risks and increases the 
productivity capacity. The learning process continues even after success is 
obtained because you have to work to keep it (Gallup, et al. 1987:36). 
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Self-reliance is another success factor for top achievers who rely heavily on 
their own resources and abilities. Self-reliance is not how you feel or how good 
you are, it is whether you have the nerve to take definitive action to get things 
moving, the willpower to persevere after a project has started and the stamina 
required for accomplishing the project (Gallup, et al. 1987:36). 
 
Nearly three quarters of the responders ranked themselves as highly efficient 
in accomplishing tasks and agreed that at least three important qualities have 
helped them do so: organisational ability, good work habits and diligence. So 
the ability to get things done stems from sheer hard tenacious work with the 
ability to pace oneself, and working smarter not harder (Gallup, et al. 1987:37). 
 
General intelligence is essential for outstanding achievement because it 
involves natural ability to comprehend difficult concepts quickly and to analyse 
them sharply and astutely. Recent studies suggest that many types of 
intelligence cannot be measured with the usual methods, such as by IQ tests. 
From the survey it was confirmed that the general intelligence of the 
responders consisted of an extensive vocabulary, good reading and writing 
skills and high-quality decision-making skills (Gallup, et al. 1987:37). 
 
2.3.3 Decision Making Skills 
According to Swanepoel, et al (2003:28) decision-making is one of the most 
fundamental and important management tasks, and refers to the identification 
and choice of alternatives in order to solve problems and achieve 
organisational objectives. 
 
When managers make decisions solely on hunches and intuition, problems 
can occur. It is better to go through all the available facts and seek 
independent opinions, rather than relying on feelings. Effective decision-
making also includes recognising the potential in others and trusting them with 
the responsibility of making some decisions. Delegating some decision-making 
responsibility efficiently spreads the workload and bodes well for the 
progressive planning of the organisation (Rue and Byars, 1992:52). 
 18  
2.3.4 The Art of Delegation 
Delegation is the process used to assign authority and responsibility to lower 
levels of management and staff and is important for training and developing 
personnel. Delegation can only be effective if the requirements and 
expectations are made very clear to the lower levels of staff (Woman’s Forum, 
1987:63). 
 
The process of delegation involves entrusting authority and responsibility to 
others in a way that enables them to make decisions their superiors would 
otherwise make, as opposed to merely carrying out instructions. The 
subordinate is responsible to the superior for the results achieved, while the 
superior is accountable to his boss for what his subordinate does. Delegation 
is not always, and should never be, abdication (Woman’s Forum, 1987:63).  
 
Having reached a stage where certain tasks have been identified for 
delegation, the next step is to analyse the attributes of each subordinate and 
decide on the appropriate worker to delegate the task to. It is important that 
when a task has been delegated to a subordinate, the people who will be 
affected by the results of the task are also notified as to who will be 
responsible for the completion of the task. Once a task has been delegated it 
is essential to evaluate the results (Woman’s Forum, 1987:63).  
 
When decision-making is delegated to another party it is necessary to gauge 
the candidate’s strengths and limitations, needs and priorities. There are 
opportunities even for those lowest on the ladder to take control and have their 
confidence built with acceptable ways for them to contribute to the company 
goal. There are two ways in which a person is never powerless.  
 
The person is always in control of how well the assigned job is performed, and 
the person has the power over how they allow any situation to affect them. A 
situation can be allowed to defeat you and hold you back or you can make it 
teach you and drive you forward in spite of culture or gender (Harmon, 
1987:7). 
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2.3.5 Consideration of Gender Roles 
Gender roles are those roles comprising the thoughts and behaviours that 
represent the images of men and women in society. They embody what 
society thinks men and women ought to be. Gender roles are assigned not 
chosen. As soon as gender is established the cultural machinery of society 
dictates the appropriate behaviour. Gender roles, like other roles, are always 
played in relation to each other. The advantages of gender roles are in the 
regularity and predictability they give social life. The disadvantages are the 
other side of the same coin. In order to simplify behaviour, gender roles limit a 
person’s alternatives of action.  
 
Social scientists throughout the centuries have had the obligation to be the 
critical consciences of society, not at a distance but in the midst of controversy 
(Kotze, 2000:4). Despite dramatic changes in the last century and after many 
legal wrangles for women’s rights, the theory and practice of male dominance 
persists. Men continue to be taught and to learn those psychological qualities 
necessary for power and control (le Roux, 1987:75). 
 
In all areas of life, the expanding choices for women have imposed a whole 
new set of requirements on wives and mothers, but they have not replaced any 
of the traditional standards of femininity. Some decisions that bring greater 
satisfaction in one part of a woman’s life are bound to cause a degree of 
dislocation in other areas, and they have to juggle common sense and 
priorities when making choices. Over the course of a lifetime many woman will 
find it is impossible to have it all without some conflict, compromise and loss. 
To accept the consequences of their choices, it is useful for women to 
remember that they are not tied to one role for life (Schultz, et al. 2003:198) 
 
2.3.6 Consideration of Cultural Differences 
According to Schultz, et al. (2003:199) we are living in times that are 
characterised by radical change. Effective management is the key factor in 
determining whether an organisation will be able to evolve with these changes, 
and capitalise on the opportunities that arise as a result of progress and the 
process of acceptance of each individual regardless of their culture. 
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Disputes develop between different people, cultural groups and systems in a 
variety of ways. Throughout the history of contact and conflict between 
indigenous people and new settlers in an area, the original population have 
struggled to retain control of enough land to ensure their livelihood. The 
ensuing struggle has always been unequal and the outcome usually at the 
expense of the weakest group. In the past a pattern of confrontation has 
tended to end in eventual compliance. In more recent times there has been a 
shift towards organised opposition (Coleman and Watson, 1990:120). 
 
For many years, much of South Africa has been an area of poverty, despair 
and conflict. There are many reasons for clashes in the region and most of 
them are linked to the fact that the area was colonized. After the Second World 
War, Africans fought to free themselves from the control of the colonists and 
achieved independence by 1995. However, independence has not necessarily 
solved all the problems. The political control and laws that were instituted in 
the apartheid era has created years of conflict and violence within the country 
(Coleman and Watson, 1990:120). 
 
The traditional roles that were previously manifested in the apartheid era may 
still be found in some rural areas, but the urbanised cultures do not necessarily 
display the former cultural attributes. In urban areas the traditional norms have 
changed with the advent of better jobs, more money and a better lifestyle. 
 
Each culture has its own set of norms on behaving, dressing, eating and 
introducing people correctly as manners are important. Always be punctual, 
friendly and considerate. Listen and concentrate when people speak to you. 
Try to make your conversation interesting and optimistic with a touch of 
humour. Remember that different cultures display different behaviours as good 
manners. Learn to be expansive and include ethnical and cultural differences. 
Be aware that white people stand up to show respect and black people sit 
down for the same reason. Black people wait for the important person to 
extend a greeting first and believe it is rude to be in a hurry (Schoeman, 
1987:73). 
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Many South Africans have seen the change in government as negative and 
have moved to other countries, but there are many that have seen the 
possibilities for this country to forge forward and have stayed to be part of the 
process. Affirmative action policies have been set in place to uplift previously 
disadvantaged people and communities and bring about a healthier economy 
(Schultz, et al. 2003:9).  
 
Social, cultural, political, technological and global forces have challenged 
companies to redefine their business strategies. South African organisations 
are awakening to the fact that diversity can be used to achieve competitive 
advantage. Every member of the business should be empowered with 
knowledge and information, irrespective of their culture. (Schultz, et al. 
2003:9). 
 
In business and in relationships being ethical is vitally important. A manager or 
leader is constantly under scrutiny from the workforce and any incorrect 
practices will cause a loss of respect and a drop in responsiveness and 
productivity (Allen, 1973:120). Effective communication is an essential tool to 
making the company’s goals understood and to understanding the other 
party's goals. 
 
2.3.7 Relationship Skills 
Many people lack the basic skills for succeeding in life, such as having enough 
food, clothing, health care and a career, and even more lack the skills to 
successfully manage their relationships by maintaining healthy communication, 
trust and minimal conflict.  
 
Numerous employees take time and energy to develop good relationships with 
their superiors. A good relationship with a boss revolves around mutual 
dependence and is an essential aspect of effective management. An employee 
and a manager must know their own strengths and weaknesses, needs and 
working styles, and become sensitive to factors that cause friction. It is vital for 
a boss to be able to feel that he can depend on and trust his subordinates. By 
managing a relationship with the boss effectively, many potential problems can 
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be ironed out. It is important for bosses, managers and the labour force to 
draw on each other’s strengths. An integral part of the working day for each 
employee is about communicating with peers and managers (Murray, 
1987:11). 
 
2.3.8 Communication Skills 
Communication is a daily occurrence in the lives of all living creatures. Human 
beings communicate in various different ways but they all have one goal, to get 
their message across to the person or animal that they are communicating 
with. Effective communication between individuals, especially between 
managers and subordinates, is essential to achieving organisational goals and 
managing human resources. Interpersonal communication is an interactive 
process between individuals that involves sending verbal and nonverbal 
messages (Rue and Byars, 1992:82).  
 
Successful managers need the ability to communicate effectively and 
objectively in order to achieve the desired result of getting the message across 
without a breakdown in communication. Good listening skills are an important 
factor that greatly enhances the communication process and it is important to 
listen to the intent, as well as the content, in order to handle the person and 
the problem well enough to achieve the best results. 
 
2.3.9 People Handling Skills 
The Human Relations (HR) movement propagated a shift in thinking in South 
Africa. In her speech delivered to a one-day conference of the Port Elizabeth 
branch of the SA Institute of Personnel Management (9 August 1955), Isobel 
White stated that the worker is a human being who is also a member of a 
team, and it is now clear that the most important single factor in determining 
output is the emotional attitude of the worker towards his work and his 
workmates (Swanepoel, et al. 2003:48). The modern manager therefore needs 
to be more concerned with handling people. The need for social skills is a 
further reason for the interest shown in problems of motivation and morale. 
One of our crying needs is to find leaders; and having found leaders to develop 
them (Swanepoel, et al. 2003:48). 
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2.4  LEADERSHIP 
An organisation’s ability to survive is directly dependant on growing leaders. 
Leadership is about creating realistic expectations and balancing these with 
objectives, while creating a context where aspirations can be realised. Leaders 
do the right thing at the right time and enable ordinary people to do 
extraordinary things. The challenge of leadership faces every person in every 
role in society. A company’s ability, skill, and commitment to enable, empower 
and liberate human resources will be its only source of competitive advantage 
in the future (Charlton, 1992:ix). The world needs people of action who offer a 
realistic vision of an attractive future and a plan of how to get there – together 
(Charlton, 1992:xv). 
 
Leaders constantly face criticism and the consequent need to understand 
events as they really are. Their willingness to face current reality creates 
dynamic tension and helps toward actualising an appropriate strategy to take 
the company into the future (Charlton, 1992:88). Leadership is the ability to 
influence people to willingly follow one’s guidance or adhere to one’s decisions 
(Rue and Byars, 1992:389).  
 
Studies at Ohio State that dealt with leadership found three basic leadership 
styles: 
1 Autocratic leader makes most decisions for the group; 
2 Laissez-Faire leader allows people within the group to make all 
decisions; 
3 Democratic leader guides and encourages the group to make decisions. 
     (Rue and Byars, 1992:381) 
 
Two leadership behaviours that consistently emerged from the Ohio State 
Study are those of consideration and initiating structure. The term 
‘consideration’ refers to the leader’s behaviour of showing concern for 
individual group members and satisfying their needs. The term ‘initiating 
structure’ refers to the leader’s behaviour of structuring the work of group 
members and directing the group towards attainment of the group’s goals (Rue 
and Byars, 1992:381).  
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Different combinations of situational elements require different styles of 
leadership. Successful leaders are keenly aware of the forces that are most 
relevant to their behaviour at any given time and they accurately understand 
themselves and other people in the organisational environment (Rue and 
Byars, 1992:391).  
 
It takes respect to command respect, and no great leader or initiator, be it in 
politics or business, will command respect without first being respectful to 
others. It is becoming increasingly clear that anthropologists have a vital role in 
increasing our understanding of society and socio-economic development 
(Coleman and Watson, 1990:115). To understand socio-economic 
development one must first understand what socio-economic development 
entails. 
 
2.4.1 Socio-Economic Development 
Socio-economic development involves social and economic factors such as a 
person’s social and financial status. Social is about human beings and their 
relationships with others and dealing with the living conditions and health of 
mankind. Economic has to do with the administration and management of the 
income, supplies and expenses of a household, community, organisation or 
government. 
 
Modern society increasingly realises that most people are capable of self-
direction and self-control (Famous Models, 2003:1). In businesses there is a 
greater recognition that it is necessary to develop an environment conducive to 
participative management and participative problem solving. In situations 
where it is possible to obtain the commitment of a group to an objective, that 
objective should be clearly explained and the goal clearly stated, so that 
people can grasp the purpose of an action and exert self-direction to achieve 
the stated goal by the best possible methods (Famous Models, 2003:2).  
 
Many companies have great success stories as a result of elevating the levels 
of responsibility of their employees. The role of leadership encourages people 
to contribute more to life when they are treated as responsible and valued 
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members of a team and they gain better skills at handling the associated 
relationships. 
 
2.4.2 Relationships 
Relationships are associations between two or more people, where there is 
something shared in common, regardless of race, culture or gender. 
 
Whenever a conflict situation has to be handled it is important to remember to 
maintain a good relationship by choosing an objective manner and tone when 
trying to resolve a disagreement. Punctuality is a well-worn but basic principle 
of good practice and respect for inter-personal relationships. The ability to 
evaluate, solve and improve problems is necessary and mutual trust is 
essential (Famous Models, 2003:4).  
 
If a situation is handled incorrectly, it does not only harm the interpersonal 
relationship but the problem remains unsolved. The skill is to handle the 
situation without offending the other party even if you believe they are in the 
wrong. When a message of unacceptable behaviour is conveyed it frequently 
triggers a further event. If the message is conveyed incorrectly it may worsen 
an already difficult situation and may cause crossed communication lines. If, 
however, the message is conveyed correctly, the manner in which the point is 
made will contribute largely to the resolution of the conflict (Famous Models, 
2003:4). 
 
Relationships have a tendency to take on a life of their own, and the health of 
a relationship develops as a direct result of tolerance and communication 
skills, between parents and children, between peers and between managers 
and workers. There is a greater recognition by society as a whole that where 
individuals are emotionally mature and positively motivated toward a goal, then 
a participative approach to problem solving leads to much improved results, 
compared to an authoritarian approach of handing out demands and orders 
that people do not agree with. This has brought about recognition of yet 
another discipline called emotional intelligence (EI) that facilitates effective 
dealing with conflict situations (Famous Models, 2003:4). 
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2.4.3  Emotional Intelligence 
Emotional Intelligence (EI) refers to the complex mix of social and 
interpersonal behaviours that incorporate intuition, character, integrity, 
motivation, communication ability, and relationship skills. Emotional 
Intelligence (EI) is the awareness of, and ability to manage one’s emotions in a 
healthy and productive manner. It is often measured as an Emotional 
Intelligence Quotient (EQ) that describes an ability, capacity or skill to 
perceive, assess and manage the emotions of one’s self, of others and of 
groups (Wikipedia. No date. Definition of Emotional Intelligence. [Online]. 
http://en.wikipedia.org/wiki/Emotional_intelligence [Accessed, 20 Oct. 2006]. 
 
People with emotional and behavioural problems often lack “emotional 
intelligence”, and as a result, have poor social skills. Development of emotional 
intelligence is a pre-requisite to success in managing relationships and conflict. 
The ability to get along with others contributes more to vocational success than 
general IQ or academic achievement (Hein, 2005). 
 
There are a number of definitions of emotional intelligence that include; the 
ability to identify and express emotions, the emotional facilitation of thought, 
emotional understanding and emotional management, which are expanded on 
below. 
 
1 The ability to identify, perceive, and express emotions, includes; 
 Self-awareness: the capacity to identify emotions as they arise; 
 Other-awareness:  the capacity to identify others’ verbal and non- 
    verbal expressions of emotion; 
  Emotional Literacy: the ability to accurately describe emotions. 
 
2 Emotional facilitation of thought:   
-   The ability to incorporate emotions into reasoning, analysis,  
  problem-solving and decision-making; 
 -   The potential of feelings to help in prioritising matters for       
      consideration or deliberation. 
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3  Emotional understanding: 
 -  The ability to understand the inter-relatedness of emotions, thoughts    
and behaviour; 
  -    The capacity to solve emotional dilemmas and problems; 
 -    Understanding of the importance of emotions for survival and       
development. 
 
4  Emotional management 
  -    The ability to take responsibility for one’s emotions; 
  -   The capacity to learn and “grow” from negative emotional  
   responses; 
 -    The ability to help others identify emotions and benefit from 
emotional understanding. 
        (Adapted from Hein, 2005). 
 
Do not expect “too much, too soon” with respect to emotional management. 
The study of emotional intelligence makes it clear that much education needs 
to take place before emotional management is possible (Hein, 2005). Without 
effective emotional management, effective conflict handling remains a difficult 
thing to achieve. 
 
2.5  CONFLICT 
Conflict is described as aggression, hostility, disagreement and competition. All 
these concepts are associated with tension. In order for conflict to occur two 
parties with different goals are involved. Interaction will be characterised by 
behaviour that is aimed at beating or upsetting the opponent as each party 
tries to place itself in a more advantageous position than the other party 
(Coleman and Watson, 1990:120).  
 
Conflict is not necessarily a bad thing as much growth can happen as the 
result of conflict. Conflict need not be destructive either. The art is to resolve 
conflict in a way that both parties in the equation feel that they have not been 
compromised and that they are both at least partially satisfied with the 
outcome of the resolution (Coleman and Watson, 1990:120). 
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Conflict need not end in a shouting match or a war. Some conflict can lead to 
healthy debates about things which affect the people involved and society as a 
whole, and assist toward clearing up misunderstandings of the past and 
leading to better developments for the future (Coleman and Watson, 
1990:120).  
 
The following is an exploration of how conflict starts (the source) and how it 
develops in intensity (the nature) until a resolution is found. 
 
2.5.1 The Source and Nature of Conflict 
Nobody really knows how conflict begins. Often it is open to debate as to who 
instigated the conflict and the exact moment that the conflict started, but every 
conflict has its underlying causes (Edelman and Crain, 1993:22). In most 
cases conflict starts at a source and ends up taking on a nature of its own. 
 
The sources of conflict include miscommunication, misunderstanding, 
dishonesty, negligence, fear and hidden agendas (Edelman and Crain, 
1993:22). Another common source of conflict is an exclusive investment in 
one’s own opinions and belief system. Edelman and Crain (1993:23) suggest 
that, “as we are tied to our egos and our identities in the world, so we are often 
tied to the philosophical, political or moral approaches to life that go along with 
them.” 
 
When people or groups of people have different beliefs or opposing opinions 
and each is firmly convinced that they are right and will not take another 
party’s point of view into consideration, there is potential for conflict to arise 
(Edelman &Crain, 1993:25). When there is unwillingness to deal directly with 
conflict, a difficult situation can become exaggerated and a small issue can 
turn into a major confrontation (Edelman and Crain, 1993:27). 
 
According to Edelman and Crain (1993:30), “as far as miscommunication goes, 
neither party took the preliminary precaution of outlining, clearly and concisely, 
all the expectations of the relationship”. 
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2.5.2 Conflict Personalities 
Edelman and Crain (1993:31) identify four types of conflict personalities as 
being the attacker-defender, the accommodator, the avoider and the stale-
mater. 
 
The attacker-defender tends to approach conflict situations from a belligerent 
perspective and can never really “win”. Accommodators do not generally act 
from a position of strength, and have a basic belief that they have no power. In 
their own way they are just as insecure as the attacker-defender. Avoiders are 
an extreme variation of accommodators and do not even want to acknowledge 
that a conflict exists and have an extremely low concept of their self-worth. 
Stale-maters display an overwhelming need to be right and this behaviour 
results in a need to prove others wrong. 
 
Regardless of the personality type involved, the end result is a “win-lose” 
approach to conflict solving, which is really a “lose-lose” situation for all parties 
concerned (Edelman and Crain, 1993:35). Just as there are many sources of 
and responses to conflict and many different levels of conflict, so too there are 
many and various methods of resolution to conflict, which will be discussed 
further in this chapter. 
 
2.6  CONFLICT IN SCIENTIFIC PERSPECTIVE 
The sound management of conflict depends on the sound analysis thereof. It is 
important for the understanding of this multi-faceted concept to note the 
multitude of differing interpretations given to the conflict phenomenon in the 
social sciences. Most explanations are only partial. If we are to fully appreciate 
the nature of this phenomenon, it is important that we have a thorough 
knowledge of the different aspects of conflict. The field of conflict handling has 
become the focus of not only most of the social sciences, but also many other 
theoretical pursuits (Bradshaw, 2005:1).  
 
For an understanding of conflict, many theorists have looked to the inner 
person. Some have observed that man aggresses himself on his fellows and 
violence is seen to be part of the nature of man. Other theorists postulate that 
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conflict is the result of blocked drives, needs and desires and that the lack of 
fulfilment causes conflict. These theorists believe that motivation is one of the 
key factors in helping people achieve their goals (Rummel, 2004).  
 
Maslow argued that the factors that motivate people fall into five categories of 
need on an ascending scale. These needs can be physiological, security, 
social, self-respect and self-actualising in nature. Once a group or order of 
needs is satisfied, the individual will seek to satisfy higher order needs. People 
are less inclined to be motivated to achieve higher order needs if the basic or 
preceding needs have not been satisfied (Famous Models, 2003:3). 
 
When people perceive that there are threats that will prevent them from 
achieving their goals they become conflicted. There are various types and 
reasons for conflict and also many consequences to conflict. 
 
2.6.1 Types, Causes and Results of Conflict 
Different types of conflict include competitive and disruptive conflict. In 
competitive conflict the emphasis is on the party’s own victory rather than 
elimination of the opponent. In disruptive conflict the accent falls on beating the 
opponent or causing damage that is usually associated with tension, anger 
and anxiety.  
 
The damage caused by conflict includes: 
1 Breakdown of personal values: disagreement on differing concepts of 
good and bad or right and wrong, which affect perceptions and choices; 
2 Breakdown of self esteem: knocks which can cause a change in self-
perception, and in extreme cases, a change in identity; 
3 Communication difficulties and miscommunication: brought about by 
differing perspectives of genders or culture and a lack of patience to try 
to understand the alternative perspective; 
4 Contrasting interests: the distinction between differing goals of the 
owner of a company as opposed to the goals of his labourers; 
5 Cultural differences: displayed between managers of different ethnic 
groups or belief systems; 
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6 Double messages: when a person says one thing but their body 
language or tone displays something different to what is being said, 
which causes confusion for the person receiving the message; 
7 External pressure: when negative prospects or perceived threats to 
peace and security are expected, if the party experiencing pressure 
does not comply with the party applying the pressure; 
8 Inter-dependability of parties: when parties are brought together to form 
common goals and one of the parties disregards the agreed process or 
standards set, causing the goals to be unattainable; 
9 Need for consensus; where unanimity is not reached on a decision, the 
aims and purposes of achieving company goals becomes impeded; 
10 Poor interpersonal skills; where people are not taught to maintain a 
strong and grounded perspective of good habits and personality traits; 
11 Regulating behaviour; where thinking patterns are not rational and 
people act out on their perceptions; 
12 Situational reasons; such as different attitudes and languages 
(Adapted from Lederach, 1995). 
 
Conflict can be seen as wrong or right depending on the situation. The 
resulting benefits include: 
1 Group solidarity. Groups usually unite when facing conflict; 
2 Prevention of more serious conflict and defused tension; 
3 Promotion of personal growth and success as a person’s problem 
solving skills improve; 
4 Stimulation to search for alternative solutions and change 
 (Adapted from Lederach, 1995). 
 
2.6.2 The Effect of Social Conflict  
Social conflict happens as a result of people competing for scarce resources 
and people not achieving their goals. The bases of social conflict include value 
based conflict, which is affected by people’s differing values and norms; 
interest based conflict, which entrenches the conflict into more difficulty if 
neither party will give way because of conflicting interests; needs based 
conflict, which is based on a collective effort to fulfil fundamental human 
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needs; data based conflict, which uses observation data for optimising conflict 
resolution; and structural conflict, which results from the organisational 
structure causing the conflict. Many scholars attribute the occurrence of social 
conflict to poor communication, miscalculation or misperception among the 
parties involved (Bradshaw, 2005:6).  
 
With the issues of overt colonialism largely resolved, one of the most important 
global preoccupations of the industrialized, wealthy nations has been the living 
standards and quality of life of the poor. The question is how to solve the 
problems of poverty and plan for social development of employees (Coleman 
and Watson, 1990:115), as their environment has an effect on the employees, 
which in turn affects relationships in the workplace. 
 
2.6.3 Conflict Management in the Workplace 
The way in which employee relations evolve in any particular enterprise is 
dependant on a variety of factors, which include economics, finances, power, 
regulations, demographics, ideologies and many more. It is a trait of human 
nature that when a number of diverse people are joined together in a common 
cause there will be a diversity of ideas and ideologies, and the potential for 
conflict increases with every progressive step (Zide, 2005:51). 
 
Conflict is inevitable in any organisation. When conflict is handled properly it 
can contribute significantly to personal and organisational health, better 
understanding, and innovative solutions to problems. When handled poorly, it 
leads to hurt feelings, damaged relationships and low staff morale. Managers 
must be able to minimise hostility between themselves and their staff 
members. The best way to manage such harmful conflict is to try to prevent it 
from ever arising (Zide, 2005:52).  
 
In a working environment where an employer has superiority over an employee 
it is very important to ensure that the employee knows exactly what is required 
of them, and the onus is on the owner/manager to communicate the 
requirements effectively from the outset of the relationship. Employers and 
employees must know their rights, as rights are not negotiable. When conflict 
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does happen, it is best to invent various options that will be agreeable to both 
parties and always try to nurture the relationship (Zide, 2005:54). 
 
Conflict does not necessarily have to be negative or lead to destruction. It can 
also be positive, especially if it leads to healthy debates about issues and 
important aspects that affect the relationship. Solving conflict clears up 
misunderstandings and promotes better and more positive communication 
(Scholtz, 2005:1).  
 
To date managers have paid insufficient attention to the ways in which they 
can impact on existing or potential conflict, with the result that their actions 
have often inadvertently added to tension rather than diminishing it. The 
primary issue at stake is the impact that conflict - existing or potential - may 
have on the company.  By adopting a more conflict sensitive approach to 
policies and practices, businesses can minimise harmful impacts and actively 
contribute to peace building (Schuitema, 1994:48) 
 
Schuitema (1994:49) proposes that management’s handling of the issue of 
discipline and grievance can do more harm than good if it does not subscribe 
to the core value of all disciplinary action and is seen as not being fair. 
Employees who feel that grievance and disciplinary procedures are positive 
have greater trust in management (Schuitema, 1994:17). Effective negotiation 
is an integral part of managing conflict and finding a solution to the conflict. 
 
2.6.4 Negotiation 
There is a common spectrum of negotiation that ranges from collaborative to 
competitive depending on the nature of the conflict. However, according to 
Bradshaw (2005:32) “in the case of social conflict there is no general theory of 
conflict”. 
 
When the parties to the conflict want the opposition to understand and respect 
their point of view, and when they’re willing to do the same, the chances of 
resolving or preventing the conflict are maximized. Engaging in a dialogue with 
the intention of honouring the opposition’s perspective in an honest, non-
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aggressive approach is the most effective way to achieve this (Edelman and 
Crain, 1993:138). 
 
 As in any conflict situation, the issue of power is extremely important in 
negotiation (Bradshaw, 2005:16), but a vitally important aspect of conflict 
resolution is avoiding the misuse of information. If one of the parties has 
information that could be harmful to their opponent, they must forget about 
passing that information on to other people. There may be a lot of power in 
knowledge about other people but there is also a responsibility to use the 
information wisely. Information can be misused in two ways: it can either be 
withheld when it should be released or divulged when it should be withheld. 
Either way, it is a potent misuse of power that can be very damaging (Edelman 
and Crain, 1993:142). With competent communication the parties are able to 
better understand the dynamics of the conflict negotiation. 
 
Competent communication in negotiation is the method of making statements 
rather than asking questions in order to get the most functional reaction from 
the other party. In other words, it is more desirable that the opponent volunteer 
information rather than being asked for it, as people become defensive when 
they’re being asked questions that make them feel as though they’re being 
manipulated or invaded. There’s hardly such a thing as an innocent question, 
as questions demand an answer even when the other person may not be 
willing to give one. The most effective way to elicit information is to first share 
information (Edelman and Crain, 1993:145). 
 
Once responsibility is taken for our own actions and needs, the best 
atmosphere has been created to respond to conflict peacefully and amicably 
(Edelman and Crain, 1993:148). If the atmosphere is untenable and the parties 
cannot resolve the conflict it may be better to bring in an independent mediator 
in order to get an unbiased result to the conflict.                                 
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2.6.5 Mediation 
Mediation is a confidential and voluntary process, that aims to reach win/win 
solutions for people who are in conflict, and is a fundamental part of conflict 
intervention. Sometimes the parties cannot reach agreement on their own. In 
situations where the conflict becomes untenable it may be better to employ an 
unbiased mediator to settle a dispute, as they have an impartial perspective of 
the proceedings, and can listen to the opposing parties’ points of view without 
a prejudgement of the situation (Adapted from Bradshaw, 2005:41). 
 
The negotiating parties may decide to use a mediator when: 
1. Both parties have much to lose should their inability to reach an 
agreement result in direct conflict, but they are nonetheless unable to 
settle the dispute; 
2. Negotiations reach a deadlock and neither of the parties is prepared to 
concede; 
3. The positions initially taken by the two parties are so far removed from 
each other that the difference first has to be reduced before an 
agreement can be reached. Here the mediator can assist the parties to 
make their demands more realistic; and 
4. It is necessary to help one or both parties to change its point of view 
without losing face in the eyes of its interest group. 
(Swanepoel, et al, 2003:653). 
 
 A good mediator should be endowed with positive conflict management 
strategies and good people handling skills that include power, patience, 
punctuality, rationality and perception.   
 
The mediator should 
1. Encourage face to face dialogue; 
2. Discuss concerns and issues; 
3. Build understanding; and 
4. Search for win win solutions 
(Adapted from Bradshaw, 2005:41). 
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2.6.6 Conflict Management Strategies and Styles 
People use different strategies to cope with conflict. These strategies are 
learned during childhood and function automatically. Each person has a 
certain style that can be changed to improve conflict management.  
 
The different conflict management styles are: 
1 Withdrawing:  avoiding conflict. This means giving up personal 
  goals  and feeling helpless; 
2 Forcing:   trying to win by attacking, intimidating and  
  overpowering the opponent and not being  
  concerned with the opponents needs.   
Winning produces a sense of pride and 
achievement. Losing produces a sense of 
inadequacy and failure; 
3 Smoothing:   avoiding conflict in favour of harmony. Afraid that 
  conflict will damage the relationship; 
4 Compromising:  giving up part of your goals and persuading the 
  other party to give up part of their goals in order to 
  gain a middle ground and find agreement for the 
  common good; 
5 Confronting:  viewing conflict as a problem to be solved and  
 seeking a solution that achieves an improvement 
 in the relationship. Trying to direct discussion to 
solving the conflict and not being satisfied until all 
tension and negative feelings have been fully 
resolved 
   (Adapted from Green, no date).                                                               
 
The goal to be achieved in conflict resolution is to remove the stress and 
distress from the interpersonal relationships and prevent future conflict and 
crisis by equipping the parties with skills to handle the conflict and maintain 
equilibrium in their relationships. 
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2.7  CONFLICT CYCLE, CRISIS AND CRISIS INTERVENTION 
Our bodies react to different actions in different ways. When we get angry our 
emotions run high and we can see this by the different reactions the body has. 
It is important to be able to understand the spiralling effect on our emotions in 
order to understand and deal with conflict.  
 
The conflict cycle, depicted below, shows how a triggering event can cause 
stress, which leads to a change in behaviour and reactions, which in turn leads 
to overreaction to the next incident which, if unresolved, can eventually lead to 
crisis because the person doesn’t face the issues and they don’t go away. 
 
Figure 2.1. Conflict Cycle 
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Figure 2.1. Unbroken, the conflict cycle spirals into crisis (Long, Wood and 
Fecser, 2001:26). 
 
In Figure 2.1 the conflict cycle is illustrated and depicts how an event can 
precipitate a cycle of stress with the consequential feelings of anxiety, change 
in behaviour and reaction from others. Each cycle of stress influences the next. 
Each incident or event that causes stress results in mixed feelings and anxiety 
EVENT 
Cycle 
   1 
INCIDENT 
Cycle
 2
Cycle 
    3 
INCIDENT 
EXPANDS 
CRISIS 
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that affect a person’s behaviour and other people’s reactions, which produces 
more stress. When an individual is already in stress from a triggering event 
and the stress remains unresolved, the next incident is exaggerated and the 
stress increases until the incidents evolve into crisis. 
 
2.7.1 Crisis 
As seen in Figure 2.1, a crisis generally begins with a triggering event. Laden 
with emotion, the cycle takes on an intensity and urgency for the people 
involved. It is not unusual for a crisis to develop from a minor incident that has 
gone out of control. Figure 2.1 illustrates the spiralling phenomenon of how 
one cycle, unresolved, leads to another, and yet another, until each expands 
into increasingly complex, private depths of stored feelings, and induces 
responses increasingly driven by emotional rather than rational processes. 
Crisis begins with an event that expands into an incident that eventually results 
in a calamity for the person involved. If the other party is not trained to manage 
conflict they may mirror the behaviour of the first person and add to the 
problem. 
 
2.7.2 Crisis Intervention 
In dealing with crisis intervention it is necessary to assess what needs to be 
done before damage is caused. It is important that the parties try to: 
1 Admit that no relationship is perfect – as everyone is unique; 
2 Although it is difficult, put people first; Avoid referring to past incidents; 
3 At the start of a disagreement don’t jump to conclusions; be willing to 
listen to the other party and if you don’t understand their perspective, 
ask questions; 
4 Communicate; talk through a disagreement without resorting to abuse; 
5 If a point is reached where insults are hurled between parties – take 
time out to calm down; 
6 Show respect and consideration at all times; 
7 When it appears that the disagreement may end in physical violence or 
uncontrollable rage, end the discussion and seek professional help. 
  (Adapted from Scholtz, 2005:1). 
Every crisis is a stressful occurrence for the parties involved. Applying crisis 
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intervention methods is an important approach to avoid crisis and reduce or 
dispel the stress that results from a conflict. 
 
2.8  STRESS 
The stress caused by conflict is a complex and relative concept. Each person 
experiences stress differently and will react differently to stressful situations. 
Some people can handle a lot of stress over a long period, while others have a 
lower stress threshold. Stress is an imbalance that occurs in an individual that 
is caused by a threatening situation. The condition endures until the threat 
disappears or is solved and the body returns to normal (SAA Personnel 
Development, no date:1). 
 
What is a stressor to one person may not be regarded as such by another 
because people differ in the amounts of provocation they need to react, and 
the amounts they can take before the situation becomes personally 
distressing. Stimulation patterns therefore differ from person to person. As 
human beings we require additional energy to face up to a particularly difficult 
situation or the stressor (Swanepoel, et al. 2003:558). 
 
As we think of all the things we have to do, and worry and plan how to do 
them, energy is released. Sometimes that energy becomes bound within us, 
building up in areas, for example the neck and shoulder, and causing tension 
headaches and tensed shoulders. This can become even worse, leading to 
physical problems like ulcers, a lowering of the immune system and even heart 
problems. It is therefore imperative to develop ways of managing stress. The 
process approach of stress management is to identify the sources or causes of 
the stress, assess whether one’s health can sustain the stress, and do 
something about it by eliminating the source of the stress and doing things 
deliberately to relieve the symptoms (Swanepoel, et al. 2003:558). Thinking 
patterns trigger stress: reality stress created by society; profound psychological 
stress occurring in normal family life; and developmental stresses that result as 
a normal process of daily life in the workplace (Swanepoel, et al. 2003:558).  
 
We all experience stress as a daily occurrence and it seems to be constantly 
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growing in our lives. Stress can be caused by external factors such as job 
insecurity. Excessive responsibility and longer working hours seem to be 
prevalent workplace stressors (Swanepoel, et al. 2003:558). 
 
In the workplace it is best to have a mediator to resolve conflict, as the 
mediator is more objective about the situation and will remain focused on the 
problem and not the people. Try to find common ground and reduce the 
tension by concentrating on the positive. It is important to verbalise, unspoken 
and unresolved conflict frequently increases anxiety and reduces productivity. 
 
Stress is often evident in negative workplace attitudes that may affect 
employee morale and their coping levels. Job related stress occurs when an 
employee perceives that he or she cannot cope with the demands related to 
their designation (Schultz, Bagrain, Potgieter, Viedge and Werner, 2003:222).  
 
The physical and emotional impact that stress can have on employees needs 
to be understood and used as warning signs to prevent crisis (Schultz, et al. 
2003:221). 
 
2.8.1 Effects of Stress 
Stress can render an employee incapable of doing the job. It can also cause 
extended or regular absenteeism. Where the stress is work-related extra care 
must be taken before considering dismissal. The employer must try to 
establish whether the stress level experienced by the employee is associated 
with the kind of job performed by that employee. If it is found that the stress is 
caused by factors beyond the employees control, but within the managerial 
authority of the employer, then the employer is obliged to make reasonable 
efforts to remove these factors before concluding that the employee cannot 
perform the work (Sunday Times: Labour Matters. 1 October 2006). 
 
 In figure 2.2 below the physical effects of stress are shown. Here we see that 
internalised stresses result in adrenalin release.  The adrenal gland is the “fight 
or flight” gland and its hormones are always released under stress. Adrenalin 
speeds up the heartbeat that increases bodily energy and resistance to 
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fatigue. As stress increases biochemical changes will begin to occur in the 
body (Minirth and Meier, no date:218).  
Figure 2.2. Physical Effects of Stress 
THE PHYSICAL EFFECTS OF STRESS. 
 
Stressful  previous experience creates anxiety (Anxiety l) 
 
Anxiety repressed into subconscious 
The brain functions as a computer with memory banks. Stressful memories are 
recorded and stored and can be replayed today in as vivid a form as when they 
initially occurred. They are awakened by current day stress. 
 
Stressful current-day experiences, more anxiety created 
(Anxiety ll) 
 
Anxiety ll arouses anxiety l 
We are anxious about our anxiety. We are also reacting to not only the current-day 
stresses, but also the repressed emotions of previous anxiety.  
Anxiety from all three sources is repressed into the sub-conscious. 
Anxieties may be displaced onto an obsessive worry or phobia. 
Also, anxiety may be internalised, resulting in depression. 
 
Emotional depression 
As the anxieties from all three sources are internalised and left unresolved,  
the individual develops depression. 
 
Release of adrenalin 
This internal stress results in adrenalin being released (the adrenal gland is the “fight 
or flight” gland, and its hormones are always released under stress). 
 
Increased adrenalin and noradrenalin 
Initially there is an increase in adrenalin and noradrenalin  
(also called norepinephrine). 
 
Stress continues 
If the anxieties are not dealt with, the internal stress will continue and biochemical 
changes will begin to occur. Depletion of norepinephrine affects the Hypothalamus. 
Pituitary gland affected. Release of hormones affected.  
Possible endocrine disturbances. Suppressed immune system.  
Autonomic nervous system affected. 
 
Adapted from Minirth and Meier (No date:219). 
 
As reflected in Figure 2.2 – stress has physical effects on the body. A stressful 
previous experience creates anxiety which, when repressed, gets stored in the 
subconscious. When another stressful experience occurs more anxiety is 
created and is amplified by the previous experience. Constant repression of 
these anxieties can lead to emotional depression. This internal stress causes 
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adrenalin to be released. If the anxieties are not dealt with, the internal stress 
will continue and biochemical changes begin to occur that have a negative 
impact on the person. This can be seen by the manner that stress is 
experienced in different areas, which include; 
 
1 Behaviour: under achieving, irrational, irresponsible, withdrawn, 
irregular sleep patterns, more mistakes made; 
2 Body:  tired, sore, headaches, prone to illness, hands tremble, 
eye tension, low back pain, tense, clench jaw or grind 
teeth; 
3 Feelings:  self neglect; 
4 Thoughts:  depressed, negative, unmotivated, confused, distracted, 
  anxious, worried, forgetful, apathetic; 
5 Symptoms:  headaches, tiredness, depression irritation; 
6 Strategies: cope with stress through - relaxation, time management, 
  talking to someone, delegating tasks. 
(Adapted from the notes of an Occupational Therapist, unnamed: 2003). 
 
2.8.2 Consequences of Workplace Stress. 
Two consequences of workplace stress are burnout and exhaustion. 
Aggressive behaviour results because of blocked goals and job frustration. 
Organisational stress management interventions should include supportive 
management practices, wellness programmes and trauma debriefing. Stress-
management and relaxation training should be part of any complete work-site 
health promotion programme. (Schultz, et al. 2003:222). In extreme cases 
psychotherapy may become necessary. 
 
2.8.3 Handling Stress  
Each person experiences stress differently and handling stress begins by 
getting to know more about the nature and consequences of stress and 
identifying the stressors in one’s own life. This knowledge is an essential step 
in the process of effective stress handling. 
 
 Seven steps to aid in solving stress 
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1 Define the problem 
2 Define solutions 
3 Define alternative solutions 
4 Evaluate the pros and cons of each solution 
5 Select the best solution 
6 Implement action 
7 Follow up. 
     (Adapted from SAA Personnel Development, no date:77). 
 
The first phase is to understand the tension and try to determine the stress 
level. Limit exposure to tension and give expression to how the tension and 
stress make you feel. Plan your life and set realistic objectives. Keep physically 
fit and healthy, live in a balanced way and learn how to relax. 
(Adapted from the notes of an Occupational Therapist, unnamed:2003). 
 
The next phase is about the ability to learn to relax. Progressive relaxation is 
physical relaxation and physical tension is used to induce relaxation by tensing 
the muscles of each muscle group and then letting go of the tension. Exercise 
is recommended for each muscle group; head, neck, shoulders, arms and 
hands, breast and lungs, back and stomach (Adapted from the notes of an 
Occupational Therapist, unnamed: 2003). 
 
2.9  CONCLUSION 
Conflict is an unavoidable part of life and often begins because of the differing 
perspectives of the parties involved. Owners of a company may regard it as 
their right to change business strategies as they deem necessary in order to 
preserve the life and success of the business, while the labour force may not 
trust any changes and be concerned that jobs may be lost if they are not able 
to adapt to the changes. 
 
Conflict can be resolved and often even prevented through enlightenment and 
willingness to compromise by trying to understand the other person’s point of 
view. Managers must find ways to merge the various cultures to form a new 
culture and dispel insecurities. The policies of the company must be spelled 
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out and efforts made to ensure that the employee understands. Management 
need to be up-front about major changes so that the workers can trust that 
they need not feel insecure.  
 
The manner that communication is dealt with goes a long way to make or 
break trust and negotiation, the goal being to create job satisfaction and 
stability and reduce workplace stress and crisis. The hypothesis being that a 
satisfied worker is more productive and thus more profitable for the business. 
Henry Ford maintained that happy workers were productive workers. The more 
education, options, and self-actualisation manager and workers have, and the 
greater their propensity to be understanding of other viewpoints and cultures, 
the greater their ability to manage their lives, and work environment, 
effectively. 
 
In this chapter the student investigated the integration of the nature of man and 
their relationships. The focus was taken to the labour-force and the best ways 
to deal with workplace conflict. The various factors for effective management 
were explored, which include: skills training and development in various 
disciplines such as decision-making, delegation, communication and 
relationship skills, taking cognisance of the dynamics that gender roles and 
cultural differences bring into play. 
 
The roles of managers and leaders were discussed as pertains to the socio-
economic development of workers and the emotional intelligence required to 
drive healthy relationships. 
 
An in-depth look at conflict was embarked on, covering the source and nature 
of conflict and conflict personalities. Conflict in its scientific perspective was 
researched taking note of the types, causes and results of conflict and the 
effect of social conflict. The impact of conflict in the workplace was also 
analysed in the light of conflict management styles and how to effectively 
dispel conflict through negotiation and mediation. 
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A study of the stress and crisis caused by conflict and the negative effect that 
stress and crisis have on the labour-force was embarked on. Suggested 
measures for crisis intervention and stress relief were explored in order to 
better understand the negative impact of conflict in the workplace and the 
positive steps that can be taken to deal with or dispel conflict and promote 
healthy employee relations. 
 
In chapter 3 the legal requirements for employee relations in small to medium 
size businesses will be examined. 
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CHAPTER 3 
 
EMPLOYEE RELATIONS 
 
3 INTRODUCTION 
Labour legislation regarding employee/employer relationships has received a 
lot of attention in the past. Government want to encourage the development of 
small businesses because they are healthy for the growth of the economy, yet 
the burden of legislation and regulation that governs the employee/employer 
relationship is so cumbersome as to make it very difficult for small business 
managers and owners to comply with. The focus of this study is to try to 
ensure that the regulations that are in place to protect the interests of both 
parties be understood and upheld. 
 
Labour relations in corporations differ greatly from labour relations in small 
businesses, just as labour relations vary greatly from one business to the next, 
yet they are all governed by the same legislation. It is therefore important that 
the way in which small business managers and entrepreneurs implement 
regulations be analysed, and understood, in order to determine whether all 
parties are benefiting from the working relationship and the employee relations 
scale is not tipped in favour of only one of the parties. 
 
Small businesses and enterprises are operated by an undersized number of 
managerial staff and in many instances the owner is required to take 
responsibility for the management functions. It becomes the responsibility of 
only one or two people to ensure compliance with legislative regulations and 
provisions. These regulations impose an added administrative burden on the 
few that are responsible for administrative duties, resulting in reduced focus on 
factors that are essential to the long-term well being and development of the 
company. In South Africa the SME manager has a huge multi-role filling 
burden. Government is recognising this and making efforts to deregulate 
businesses that will not only stimulate the economy but will create jobs at the 
same time and is to be encouraged. 
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In this chapter the student aims to survey the impact of the various legal 
requirements on small to medium size businesses: such as the various 
legislated acts, as well as the mechanisms available: being the various records 
that should be kept, to make managing the labour-force less troublesome. 
 
3.1  SMALL BUSINESS DEVELOPMENT  
According to Nieman, Hough and Nieuwenhuizen (2003:165) The National 
Small Business Act of 1996 paved the way for the Department of Trade and 
Industry to address SME development in South Africa. 
 
The overall company strategies and philosophies, social agreements, legal 
regulation and the macroeconomic performance of the South African and 
Global economy determine whether the nature of the productivity growth of an 
enterprise leads to job losses or job gains (Worker News: 2005) 
 
The trend today is that large companies consolidate and focus on their core 
business while new, smaller companies are developed to fill the void the larger 
ones have left.  The need for these small and new businesses to optimally 
maintain their labour force is therefore becoming more relevant as 
entrepreneurial firms are becoming the mass employers of the future 
(Wahlgren, 2002).  
 
The Tips study (Paton, 2004:1) postulates that the rate of growth of 
entrepreneurs in the United States - 7,5 percent overall - outstripped the 
growth of the economically active population, which suggests that 
entrepreneurship is becoming an increasingly viable option for individuals.   
Using the broadest definition of employment, which includes self-employed 
entrepreneurs and informal employment, it is estimated that small business 
accounts for almost 75 percent of employment (Paton, 2004:1). 
 
In her speech at the opening of South African International Business Linkages, 
Deputy Director of Unites States Agency for International Development 
(USAID), Denise Rollins (21 May 2005) stated that the private sector plays a 
critical role in economic development and that the most effective way to 
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stimulate growth in Africa is to unleash the economic potential of Africa’s own 
entrepreneurs. Ms Rollins maintained that small to medium size enterprises 
(SME’s) are the backbone of the Unites States economy and added that 
SME’s generate nearly 50 percent of the U.S.’s Gross Domestic Product 
(GDP) and more than 50 percent of private sector employment, as well as 
providing up to 75 percent of new employment annually, which forms an 
incredibly strong engine to drive economic growth and reduce poverty. 
 
In South Africa, the Small to Medium Enterprises (SME’s) generate only 30 
percent of GDP, and has grown since the year 2000 due to deregulation 
(Rollins. D, Speech. 12/05/2005).  
 
Timmins and Spanelli (2003:18) postulate that small business development is 
the great equaliser and mobiliser of opportunity, more than any other aspect of 
our society and economy as it is indifferent to race, religion, gender, or 
geography. However, Hartmann (2004:164) states that because small 
businesses do not have the infrastructure to deal with the many regulations 
imposed on them, the burden of regulations can sometimes wipe them out, 
while large companies rarely undergo corporate death or disfigurement. This 
leads us to examine the differences between the risks of large and small 
companies 
 
3.2  UNEQUAL PROTECTION 
The burden of risk is unequal between large and small companies and one 
source of this inequality is the change in laws and regulations that happened 
after large companies gained access to the law-making process, when they 
were declared to share the same rights as persons. When one company is 
vastly larger than another it has far more ability to bend events and legislation 
in its favour and the result is unfair and unequal for smaller businesses 
(Hartmann, 2004:166). 
 
The founders of America knew that without business there would be little 
progress in the new nation they had helped birth. They knew that the future of 
the country was based in part on people pursuing entrepreneurial and 
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mercantile dreams (Hartmann, 2004:81). Americans have seen firsthand the 
abuses of large corporations, and view raw and free trade corporatism as 
essentially undemocratic, in spite of this; corporatism has steadily been 
overwhelming democracy (Hartmann, 2004:152). 
 
After the end of the apartheid era in South Africa, American corporations 
donated the services of corporate lawyers to help draft the new South African 
constitution. They essentially said that in America, corporations have the same 
status as humans, so South Africa, as have many other countries that have 
emerged or developed, wrote that into their constitution too (Hartmann, 
2004:221). 
 
The Fourteenth Amendment of America was written to ensure equal protection 
under the law for people, including the ability to sue for these protections. In 
practice, however, it has turned out to give humans very little protection 
against corporations that wish to shut them up (Hartmann 2004:171). 
American corporations have sought protection under the Fourteenth 
amendment a hundred times more often than did the people it was intended to 
protect.  
 
A regulatory rule essentially legalises what a corporation is doing, for example, 
once a regulation is passed saying “a business can emit no more than 10ppm 
of mercury”, then that business can legally emit up to 10ppm, which it was not 
permitted to do before the rule was passed, when any amount that was 
emitted might subject the company to lawsuits from nearby humans made ill by 
the emissions (Hartmann, 2004:161). So we see that there are a number of 
very unequal risks in the way some regulations are formulated.  
 
Corporations risk profits but rarely anything else, while small businesses risk 
much more. At the moment, the world’s largest corporations are able to 
influence – and in most cases today, even write – legislation that benefits them 
because their “personhood” gives them the constitutionally protected right. If 
we were to return to the idea that only humans are persons, then perhaps our 
human legislators would drift back to the communities they represent. It would 
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be an initial action towards equalling the now very unequal risks between 
corporations and small businesses (Hartmann, 2004:172). 
 
In a democracy the playing field needs to be levelled. The country needs to 
return to the balance envisioned by its founders, in that the highest priority 
actually accrues to humans and their communities – not to any massive 
authority, be it government or business. The first step in getting back to those 
values will be to end corporate personhood (Hartmann, 2004:247). 
 
Timmins and Spinelli, (2003:335) review the Harvard Business School article 
of Professor Lynn Paine, who distinguishes among avoiding sanctions, 
compliance and the more robust standard of integrity. From the perspective of 
integrity, the task of management is to define, and give life to, the business’s 
guiding values, in order to create an environment that supports ethically sound 
behaviour and to instil a sense of shared accountability among employees.  
 
Personal values seem to reflect the environments and backgrounds from which 
small business owners, entrepreneurs and managers have come; and are 
developed early in life. These values are an integral part of each individual’s 
life. What might be considered hostile to the individualistic Western philosophy, 
such as the valuing of teamwork, is essential to small business owners 
(Timmins and Spanelli, 2004:256). 
 
Successful entrepreneurs know that it is important to think big enough so that 
their venture creates a job for themselves and a few employees while building 
a business that can create value for the enterprise as well as the community 
(Timmins and Spanelli, 2003:1). The challenge facing this new group of 
businessmen is to bridge the gap between the world they inhabit and the 
problems they face, with a focus on the practical side of running the business 
(Timmins and Spinelli: 2003:334).  
 
3.3  CURRENT LABOUR LEGISLATION 
The King Report acknowledges that there is a move away from a single bottom 
line – profit for shareholders – to a triple bottom line – that embraces the 
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economic, environmental and social aspects of a company’s activities. The 
King Report suggests that successful governance in the 21st century requires 
companies to adopt an inclusive rather than an exclusive approach. The 
company must apply the test of fairness, accountability, responsibility and 
transparency to all acts and omissions and be accountable to all the identified 
stakeholders. The correct balance between conformance with governance 
principles and performance in an entrepreneurial market economy must be 
found, but this will be specific to each business (Dekker, 2002:2). 
 
The existence of so many sources of regulation governing employment 
relationships means that we also need a decision to determine which rules will 
take precedence in instances where different statutes come into conflict. The 
Labour Relations Act constitutes the most important of legislation from an 
industrial relations point of view (Swanepoel, et al. 2003:98). 
 
The most significant labour statutes include: the Basic conditions of 
Employment Act (BCEA, 1997); the Black Economic Empowerment Act (BEE, 
2003); the Employment Equity Act (EE, 1998); the Labour Relations Act (LRA, 
1995); the Occupational Health and Safety Act (OHSA, 1993) and the Skills 
Development Act (SDA, 1998) (Swanepoel, et al. 2003:98). 
 
Budlender, Kalula, Molalehlehi, Tshalata and Waglay (No date:9) state that 
certain problem areas that relate to current labour legislation in the business 
sector have been identified. Each act is discussed below, starting with the 
Basic Conditions of Employment Act. 
 
3.3.1 Basic Conditions of Employment Act  (Act 75 of 1997) 
The object of the Basic Conditions of Employment Act (BCEA) is to lay down 
minimum conditions of employment to protect employees in the absence of 
collective agreements regulating such conditions (Swanepoel, et al. 2003:103). 
 
The old Basic Conditions of Employment and Wage Act 5 of 1957 was 
replaced by the Basic Conditions of Employment Act 75 of 1997 which came 
into effect in December 1998 in respect of the private sector and May 2000 in 
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respect of the public sector. According to the Explanatory Memorandum to the 
Bill, the overall purpose of the Act is to advance economic development and 
social justice. The two primary objectives are: 
 
1 To ensure that working conditions of unorganised and vulnerable 
workers meet minimum standards that are socially acceptable in relation 
to the level of development of the country, and 
2 To remove rigidities and inefficiencies from the regulation of minimum 
conditions of employment and to promote flexibility (Swanepoel, et al. 
2003:105). 
 
The problems the Act aims to address include: Inadequate protection of 
vulnerable workers, such as farm, domestic and part-time workers; poverty in 
employment; child labour; excessive working hours, particularly in sectors such 
as security and transport; gender discrimination, particularly in relation to 
maternity leave, and out-dated legislation  (Swanepoel, et al. 2003:105). 
 
Budlender, et al. (No date: 9) raised the following points of lenience regarding 
small businesses: 
1 Averaging of working hours is permitted by the individual, as opposed to 
a collective agreement, and small businesses are to be permitted to 
determine for themselves how working hours are to be averaged over a 
four month period in order to enhance flexibility and competitiveness; 
2 Small businesses are to be allowed to offset family responsibility leave 
against annual leave; 
3 Overtime rates for small businesses are to be reduced from time-and-a-
half to time-and-a-third in order to enhance the competitiveness of the 
enterprise; 
4 Double time premium for Sunday work is scrapped and a uniform time-
and-a-half premium is adopted for work on Sundays; 
5 Provision is made for an exemption of small business from the 
requirement to pay severance pay if good cause for the severance can 
be established (Adapted from Budlender, et al. no date: 9). 
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3.3.2 Black Economic Empowerment Act (Act 53 of 2003) 
Black economic empowerment (BEE) forms an integral part of the current 
Government’s transformation process. The process encourages distribution of 
wealth and creation of opportunities for people who were previously 
disadvantaged: being blacks, women and the disabled (Seesa Training 
Manual. No date).  
 
Empowerment should be the underlying theme in management’s belief in their 
employee’s inherent potential, value and ability to contribute towards 
organisational goal accomplishment. Employees should be viewed as the most 
valuable asset of the organisation, and investment in employees seen as a 
means of prompting commitment, rather than a means of containing costs 
(Swanepoel, et al. 2003:103). 
 
Management’s approach to employee empowerment should be driven by 
future needs and general multi-skilling. Training in areas such as 
communication and problem solving will be very important and will be linked to 
a performance management system that has strong group and individual 
elements and is results driven. Although the traditional systems employed to 
handle discipline and grievance are still necessary sometimes, the emphasis 
shifts from paternalism and conformance maximisation to openness and 
commitment maximisation. This does not mean that there will be no conflict, 
but when disputes do arise, appropriate dispute resolution processes will form 
part of the joint-governance strategy (Swanepoel, et al. 2003:185). 
 
The process was further identified as critical for economic progress in South 
Africa. BEE companies have shown tremendous growth since 1994. The 
government’s empowerment strategy makes provision for a scorecard 
according to which the company’s contribution to black economic 
empowerment is calculated in terms of various criteria. The employer who 
offers accredited training to his/her employees will score 20 percent on the 
said scorecard (Seesa Training Manual. No date). 
 
Black economic empowerment is becoming important for small- to medium-
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sized enterprises that are under pressure from their customers to increase 
their BEE involvement. Some respondents to a survey on small companies 
found that they faced high pressure for better BEE profiles and that this 
pressures typically came from larger companies (Gordon, 2006:18). 
 
There is a difference between BEE and broad-based BEE that most SME’s are 
generally not familiar with.  BEE tends to focus on companies that are Black-
owned, -managed and –controlled, while broad based BEE encompasses 
skills development, corporate social investments and BEE procurement 
(Gordon, 2006:18). 
 
There is a significant level of black economic empowerment (BEE) in the 
Small- to Medium-sized Enterprise (SME) sector as small to medium sized 
companies work hard to make their organisations more representative of South 
Africa’s demographics (Gordon, 2006:18). 
 
Nikki Kearns, director of business banking of Standard bank, said there had 
been a great deal of activity with regards to compliance to BEE regulation, but 
still much more that needs to be done. One of the problems with the South 
African economy is that there is a massive shortage of people and skills to fill 
BEE targets. She maintains that the skills shortage means small businesses 
will have to develop their own people, for that reason, experience and 
development needs to be managed pro-actively (Gordon, 2006:18).  
 
A great deal of BEE development is being driven by legislation. There is a 
range of charters that covered many business sectors and these set targets for 
what needs to be achieved, however, there is a natural tendency among 
SME’s to increase their BEE involvement. It is seen as being an inherent part 
of doing business in South Africa (Gordon, 2006:18). 
 
Although many skills can be learned on the job, it was found that where 
owners had a tertiary education, those SME’s tend to be more successful. 
South Africa has a hugely entrepreneurial culture and mindset, which shows in 
its creative economy. There are many business opportunities that suit small 
 55  
business and much of the country’s gross domestic product (GDP) is 
generated by SME’s. It is expected that the SME sector will form a growing 
portion of the GDP and the government has a strong focus on the 
development of SME’s (Gordon, 2006:18). 
 
3.3.3  Employment Equity Act (Act 55 of 1998) 
The main objective of the Employment Equity Act is described as the 
elimination of unfair discrimination and the implementation of employment 
equity plans by so-called designated employers to promote the representation 
of designated groups of employees (blacks, women and the disabled) who 
were previously disadvantaged, at all job levels and in all profession groups 
within the business (Seesa Training Manual. No date) 
 
The employment equity schedule that must be completed by designated 
employers contains a section 10 that specifically deals with training. The 
employer who provides accredited training for his/her employees will therefore 
be able to submit a thorough and positive employment equity plan to the 
Department of Labour. 
 
3.3.4 Labour Relations Act (Act 66 of 1995) 
The purpose of the Labour Relations Act is to advance economic 
development, social justice, labour peace and the democratisation of the 
workplace by fulfilling the primary objectives of regulating fundamental rights. 
This is to be achieved by giving effect to obligations and providing a framework 
within which employees and their trade unions can collectively bargain to 
determine wages, terms and conditions of employment and other matters of 
mutual interest, as well as formulating industrial policy in order to promote 
orderly collective bargaining, employee participation in decision-making and 
effective resolution of labour disputes (Office of the President, 1995:1). 
 
The discipline of Labour Relations deals with the day-to-day management of 
the labour-force in a business or enterprise. The manner that the relationships 
within the business are handled inevitably impacts on the objectives of the 
business. Effective management requires that specific goals and policies be 
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formulated for the business with regard to employee/employer relations. 
Various authors use different terms and concepts when they discuss the more 
collective aspects of employment relationships. Terms that are sometimes 
used interchangeably vary from labour relations and industrial relations to 
employee relations and collective bargaining. The view taken varies because 
this topic can be analysed and discussed from many different angles, ranging 
from legal, economic and sociological to organisational and psychological. 
(Swanepoel, et al. 2003:616). 
 
Employee relations are seen as one of the functions of an industrial society 
and are formalised by way of the legal regulation of relations between 
employers and organised labour. Efficiency and effectiveness require that 
labour relations must be managed within the framework of the formal labour 
relations system of the country that the company is operating in (Kroon, 
1995:415). 
 
Collective bargaining forms an essential part of labour relations. It is collective 
because the employees form a union that is authorised to act as their agent in 
the reaching of an agreement. Bargaining refers to the method of reaching an 
agreement, comprising recommendations and counter-recommendations, 
demands and counter-demands, offers and counter-offers, bargaining and 
negotiation (Allen, 1995:425). 
 
Collective bargaining is described as being “a process, necessitated by a 
conflict of needs, interests, goals, values, perceptions and ideologies, but 
resting on a commonality of interest, where employees and employers, by the 
conduct of continued negotiation and the application of pressure and counter-
pressure, attempt to achieve some balance between the fulfilment of needs, 
goals and interests of management on the one hand, and employees on the 
other. The extent to which each party achieves its objective depends on the 
nature of the relationship itself, each party’s source and use of power, the 
power balance between them, the organisational and strategic effectiveness of 
each party, as well as the type of bargaining structure and the prevalent 
economic, socio-political conditions”  (Swanepoel, et al. 2003:618).  
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Swanepoel, et al (2003:617) postulate that labour relations as part of 
management, revolve more around the collective aspects of employment 
relations. The notion ‘employee relations’ is specifically intended to add the 
dimension of one-on-one, individual relations at work – the daily human 
relationships especially between superiors and subordinates that form an 
important element of our working lives. 
 
Employment relationships in South Africa are governed by many sources of 
law, the most common being: the common law, the contract of employment, 
various statutes, collective agreement entered into between employers and 
trade unions, international labour standards, workplace practices, customs and 
traditions, and the values conserved in the Bill of Rights contained in our 
constitution (Swanepoel, et al. 2003:98). 
 
3.3.5 Occupational Health and Safety Act (Act 85 of 1993) 
The Occupational Health and Safety Act (OHSA) replaced the Machinery and 
Occupational Safety Act 6 of 1983 and came into operation in January 1994. 
The objectives of OHSA are to provide for the health and safety of persons in 
connection with the use of plant and machinery; the protection of persons 
other than persons at work against hazards to health and safety arising out of, 
or in connection with, the activities of persons at work; and to establish an 
advisory council for occupational health and safety (Swanepoel, et al. 
2003:107). 
 
The scope of the OHSA is wider than any other labour statute. In addition to 
covering the private as well as public sectors, it is also applicable to persons in 
private households. This Act covers persons who are exposed to hazards or 
occupational diseases and who are injured through the use of machinery or 
exposure to hazardous substances, even though such exposure or injury did 
not occur in the context of an employment relationship (Swanepoel, et al. 
2003:107). 
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3.3.6 Skills Development Act (Act 97 of 1998) 
The objective of the Skills Development Act is to regulate employers to afford 
skills and development training to employees in order for their lives to become 
more socially and economically viable. The Skills Development Levy (SDL) is 
payable by employers with a payroll of R250 000 per annum or more, who are 
liable for income tax and amounts to 1 percent of the employer’s salary and 
wage bill. 
 
This Act makes provision for, among other things, the following: 
1 Financial incentives for employers who offer their employees accredited 
training; 
2 Creates new structures for training employees; 
3 Up to 70 percent of the Skills Development Levy can be claimed back 
by employers who offer their employees accredited training; 
4 Employers who provide or commission training for their employees will 
therefore receive a financial return on their investment. 
 (Adapted from Seesa Training Manual, No Date) 
 
The legislated enforcement of payment of the Skills Development Levy and the 
return of funds that can be enjoyed by employers who provide accredited 
training to their employees has opened up a market for skills and development 
training programmes and learnerships. 
 
According to Leicher (2003:18), developing skills has become one of the focal 
points for South Africa. The Manufacturing, Engineering and Related Services 
Sector Education and Training Authority (Merseta) serves a pivotal role in the 
South African economy with around 500 000 employees and 25 000 
employers falling within its scope. 
 
With the focus now on implementation of the objectives as decreed by the 
Skills Development Act, Merseta CEO, Jesse Maluleke (as quoted by Leicher, 
2003:18), has set his sights on boosting the number of learners participating in 
Merseta learnerships. 
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The Merseta has identified skills gaps in the market and scarce skills related 
projects are under way. Part of the function of Merseta’s Learnerships, 
Education, Training and Quality Assurance (LETQA) division is to ensure that 
all training programmes are officially accredited and all learners are registered 
with LETQA (Leicher, 2003:18). 
 
Maluleke says the Merseta will concentrate on getting a majority of small, 
medium and micro enterprises (SME’s), involved in the learnerships. 
Approximately eighty percent of the Merseta’s sector comprises SME’s. 
Maluleke states that a comprehensive strategy is needed to reach out to a 
large number of SME’s and make sure they participate in learnerships 
(Leicher, 2003:18). 
 
In addressing the high unemployment rate in SA, Maluleke calls on companies 
to consider taking on unemployed persons as learners. He points out that 
those companies that think ahead will be better prepared to meet the 
challenges of the future. Although Merseta are bringing skills to South 
Africans, the trainees are not guaranteed placement. However, they are 
guaranteed the opportunity to develop new skills and thus stand a better 
opportunity of scoring employment in the future (Leicher, 2003:18). 
 
3.4  EMPLOYMENT AGREEMENT 
When a person has found employment they need to understand that the 
employer/employee relationship is a reciprocal agreement between an 
employer and an employee in terms of which an employee puts his services at 
the disposal of the employer usually for an indefinite period, at an agreed 
remuneration and in such a manner that the employer exercises control over 
the employee and supervises the rendition of his services (Swanepoel, et al. 
2003:100). 
 
In order to reduce any misunderstanding and miscommunication there must be 
an agreement that is reciprocal. The element of control is essential and the 
general common-law requirements for a valid contract to come into existence 
must also be present (Swanepoel, et al. 2003:100). Despite all the measures 
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taken to protect the employer/employee relationship there remains many 
occasions that disputes arise and these are best dealt with by following the 
guidelines for employee relations, otherwise known as ‘HR’ management. 
 
3.4.1 Human Resource Management (HRM) 
To some analysts and commentators, human resource management 
represents a very specific way or style of managing people at work. Two of the 
United Kingdom’s most authoritative researchers and writers on the topic, 
Guest and Storey, view human resource management as a new and very 
distinct approach to people management which has specific characteristics 
based on the belief that: 
1 It is essentially the quality of organisations’ human resources which 
makes the difference between those which are more and those which 
are less successful and that all employees as resources therefore have 
to be developed and valued; 
2 Due to the strategic importance of human resource management 
decisions, all such decisions have to be taken in direct relation to, and 
as an integral part of, the corporate and/or business planning decisions 
of the organisation; 
3 Human resource management decisions have long-term business 
related implications and therefore have to be the concern of the line 
managers, who are the key in and ‘owners’ of human resource 
management; 
4 A specific model of personnel management, superior to all others, has 
certain distinct ‘key levers’ fostering development, flexibility, 
commitment, involvement, customer orientation and hence competitive 
advantage for the enterprise (Adapted from Swanepoel, et al. 2003:9). 
 
Swanepoel, et al (2003:9), state that human resource management is viewed 
as an intrinsic part of an organisation and its management. It is the manager’s 
task to combine, deploy and utilise all resources and inputs available to the 
company in a way that will ensure long-term business success. 
An enterprise’s goal should be to create “a workplace that is fair, healthy and 
safe”, which means that: 
 61  
1 The workplace must exhibit fair employment and workplace practices, 
and effective employee relations; 
2 The workplace must exhibit clear direction, collaboration, respect and 
support for employees linguistic rights, diversity and personal 
circumstances in order to enable them to fulfil their mandate; 
3 The workplace must be a healthy and safe physical and psychological 
environment; 
(Adapted from Speaking Notes for Monique Boudrias, Executive Vice-
President, Public Service Human Resource Management Agency of 
Canada, no date). 
 
The real origins of personnel or human resource management (HRM) practice 
can be traced back to the efforts made by employers to devise ways to 
maintain and utilise their workers better and by instituting contracts and 
formalities to govern the employment relationships (Swanepoel, et al. 2003:5). 
 
3.4.2 Contracts and Formalities 
During the employment relationship formalities such as having written 
contracts is not legally demanded, but in cases where compliance with 
formalities is required for the validity of a particular contract, it is safer for the 
parties if the contracts are done in writing to avoid any future 
misunderstandings (Swanepoel, et al. 2003:101).   
 
Normally agreements are more complicated than simple yes-or-no decisions or 
other easy-to-remember solutions. Recording details in mutually acceptable 
terms will help protect against selective memory loss in the future. The written 
document is objective evidence that helps to answer questions if they arise or 
when the company goals are not met and the employment agreement is 
breached (Dana, 1995:58). 
 
3.5  TEAMS 
Large organisations achieve their goals through teamwork and there is no 
reason to believe that small enterprises would not benefit from following their 
example.  Teams result from a small number of individuals performing tasks 
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collectively to achieve a defined goal or set target. While working together as a 
group or team plays an important role in the cohesion of employees, 
disagreements should be centred on the best way to accomplish tasks and not 
jockeying for turf, or private personality issues (Bradford and Cohen, 1984:98).  
Trust in management is also an important area of examination and leadership 
no longer have the need for quasi-adversarial relationships that so often exist 
between the leader and some subordinates. This kind of relationship frequently 
develops when the manager is not so sure that certain employees are team 
players, and the employee is not so sure the boss is on their side (Bradford 
and Cohen, 1984:98). 
 
There are three components to creating excellence in any business. The 
crucial but difficult challenge of building a shared responsibility team; creating 
overarching goals; and getting the most from everyone by developing and 
utilising employee’s abilities (Bradford and Cohen, 1984:98).  
 
3.5.1  Building a Shared Responsibility Team  
It is equally true of large organisations and small businesses that achieving 
excellence demands the development of a high-performance team. Such 
groups produce high quality solutions, provide coordination among members, 
and are the vehicle for shared duty in managing the enterprise (Bradford and 
Cohen, 1984:170). 
 
Some guidelines that should be followed in order for teams to be fully accepted 
and function smoothly are: 
1 Every member must know his/her own and others’ tasks well enough to 
avoid anything falling through the cracks; everyone knows who is and 
should be doing what; 
2 Trust must be so high that the group does not need to meet on every 
issue;  
3 A lot of individual work would be assigned outside of meetings with 
results and recommendations brought back to the team; 
4 Members who are clearly more expert in certain areas would be given 
greater latitude to make decisions on various matters; 
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5 When the trust level is high there would be no competition for 
competition’s sake; members would feel no obligation to automatically 
oppose the initiatives from other members or the manager; differences 
would be considered legitimate expressions of a person’s job 
experiences and perspectives, not indicative of incompetence, stupidity 
or political manoeuvring; 
6 Despite member’s willingness to fight when necessary, the climate 
would be pervasively supportive, encouraging members to acknowledge 
their mistakes, ask for help, share resources, and generally further 
everybody’s performance and learning; 
7 The group pays attention to successful task achievement and to 
individual member’s learning;  
8 The group must have self-correction mechanisms; when things aren’t 
going well all the members must be ready to examine the group’s 
processes, discuss what is wrong, and take corrective action without 
being over-analysing and neglecting its main task; high task 
performance remains the central concern; 
(Adapted from Bradford and Cohen, 1984:175). 
 
There are several reasons why an effective team is crucial in producing 
excellence. First of all, when subordinate tasks are complex, specialised and 
changing, it is almost impossible for the leader to know all the relevant 
information. Behavioural science research has revealed that groups make 
superior decisions when issues are difficult. Conditions have to be such that all 
the members are willing to work together in carrying out the decisions 
(Bradford and Cohen, 1984:170). 
 
In spite of the potential advantages gained when creating a shared-
responsibility team, many managers express negative sentiments about 
teams, groups, committees and meetings. They associate teams with delays, 
endless talk, avoidance of responsibility and other negative outcomes 
(Bradford and Cohen, 1984:173). 
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3.5.2 Overarching Goals 
One of the key components of managing for excellence is the establishment of 
an all embracing goal for the unit, which serves to give coherence, excitement 
and meaning to the work being done. An overarching goal can motivate, 
provide direction and serve as a focus for change. To lead a team to excel, 
rather than just manage existing arrangements well, the manager has to create 
an explicit goal to serve as a guiding star, to shape actions so that all 
employees reinforce one another and the goal. Without identifiable purpose, 
greatness cannot emerge (Bradford and Cohen, 1984:100). 
 
The acceptance of an overarching goal provides a common vision. If members 
buy into the same goal, the likelihood is increased that they will act in 
compatible ways despite strong individual differences. Energy can go into 
finding the best solutions to achieve the goal. Employees can be involved in 
deciding what barriers prevent goal attainment and how to implement action. In 
this manner a far more potent form of control is created than the traditional 
close supervision that breeds resentment (Bradford and Cohen, 1984:109). 
 
3.5.3 Developing and Utilising Employee Abilities 
The SME manager has a burden of many responsibilities and managing 
conflict is not the least of these. For the manager of a small business, that 
does not have a human resource department, conflict is regarded in a 
subjective light as managers find themselves in ongoing, interdependent 
relationships that they are not well-equipped to manage peacefully 
 
Many managers try to develop subordinates by giving them challenging 
assignments or by sending them away for training. Other managers claim that 
development is a luxury they cannot afford as there is not enough time or the 
dangers of failure are too great. The manager must sweep away these 
tentative views of development in order to tap the full potential of their team 
(Bradford and Cohen, 1984:134). 
 
To achieve excellence, development must be continuous and intentional. It is a 
core activity of managing that serves both as a motivational spur to 
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performance and as an aid to making the shared responsibility team effective. 
The goal of development, for all employees, is not just improvement of their 
work skills, but also their interpersonal and problem-solving skills that meet the 
employees need for challenge and growth (Bradford and Cohen, 1984:134). 
 
Employee/employer relationships and conflict management are by nature two 
separate disciplines yet the very make-up of employee relationships brings 
about a scope for conflict management. Within the context of this complexity 
various theorists and researchers have endeavoured to come up with 
typologies to present models conceptualising the potential roles which human 
resource departments or specialists can play in HRM (Swanepoel, et al. 
2003:211). 
 
3.6  CONCLUSION 
Leading a healthy and happy workforce is no easy task but it can be made 
more manageable by instituting good processes and fair labour practices. 
Workers have different goals to what management have, but are more willing 
to buy into company goals if they perceive management to be fair and ethical 
towards them. Verbal and other abuse, incorrect procedures and bad labour 
practices cause resentment that has a negative impact on loyalty and 
productivity. Not only is it beneficial for management to discipline themselves 
to work effectively with the labour-force, government legislation compels 
managers to be disciplined not to overstep the relationship boundaries 
between employees and employers. 
 
There are various theories that deal with the intricacies of employee/employer 
relationships. Organisations with human resource departments have trained 
workers to deal with daily issues of record keeping and disciplinary procedures 
in the company. The small business manager does not have all the time or 
knowledge needed to effectively manage labour relations in order to benefit 
from the results of observing the best labour relations practices, so they need 
to rely on specialists to ensure that they comply with all the legislated 
requirements governing labour relations. 
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CHAPTER 4 
 
RESEARCH FINDINGS 
 
4 INTRODUCTION 
Two questionnaires (Annexure I and Annexure III) were formulated and issued 
to various small to medium size businesses in a variety of industries in the 
coastal city of George in the Western Cape, by way of faxes, e-mails, personal 
and telephonic interviews. The findings of each of the questionnaires are 
tabled below.  
 
The first questionnaire (Annexure I) was formulated to be answered on a scale 
from 1 to 5. (1 = Never, 2 = Rarely, 3 =Sometimes, 4 = Often and 5 = Always). 
Unfortunately, the nineteen respondents to the first questionnaire showed a 
tendency to be replying in the context of the current or most recent conflict that 
was being endured in the enterprise at the time the questionnaire was dealt 
with.  
 
The responses to the first questionnaire were found to be unsuitable for the 
study embarked on in this research paper. However, the answers caused 
awareness of the possible conflict situations that could occur and so the 
results of the statistical data of the first questionnaire have been included in 
this chapter for clarity of the dynamics of dealing with conflict in the workplace.  
 
The second questionnaire (Annexure III) was formulated with more specific 
sections and closed questions in order to lead the responses into the overall or 
most common incidents experienced in the enterprise of the respondent, rather 
than a single conflict situation. 
 
The researcher met with a lot of resistance to the questionnaires and people 
were reticent to discuss their businesses because they were defensive and felt 
invaded. Respondents were wary that the researcher may represent a union or 
government body, despite assurances to the contrary. 
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4.1 QUESTIONNAIRE 1 
The first questionnaire (Annexure I) was formulated to try to ascertain the 
manager’s perception of conflict handling and substantively fair behaviour 
practices in disciplinary procedures. The responses received from the 19 
respondents to the first questionnaire (Annexure II) are tabled below as 
follows: 
 
Table 4.1.1: Do you believe in give and take with your employee? 
Q1
1 5.3 5.3 5.3
7 36.8 36.8 42.1
11 57.9 57.9 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated a willingness to always be expansive 
with their employees. 
 
Table 4.1.2: Do you avoid open discussion of bad performance in 
public?
Q2
1 5.3 5.3 5.3
1 5.3 5.3 10.5
3 15.8 15.8 26.3
3 15.8 15.8 42.1
11 57.9 57.9 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they were considerate enough 
not to embarrass their employees by discussing poor work performance in 
front of their colleagues. 
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Table 4.1.3: Do you have a specialist that deals with conflict? 
Q3
8 42.1 42.1 42.1
4 21.1 21.1 63.2
3 15.8 15.8 78.9
4 21.1 21.1 100.0
19 100.0 100.0
Never
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
The majority of the respondents indicated that they never employed a 
specialist to deal with the conflict, which indicates that they mostly dealt with 
the conflict themselves. 
 
Table 4.1.4: Do you counsel your employees?  
Q4
3 15.8 15.8 15.8
3 15.8 15.8 31.6
9 47.4 47.4 78.9
4 21.1 21.1 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they often counselled their 
employees. 
 
Table 4.1.5: Do you listen to your employees’ case? 
Q5
6 31.6 31.6 31.6
13 68.4 68.4 100.0
19 100.0 100.0
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they always listened to their 
employee’s case. 
 
 
 69  
Table 4.1.6: Do you try to correct instead of punish poor performance? 
Q6
1 5.3 5.3 5.3
1 5.3 5.3 10.5
6 31.6 31.6 42.1
11 57.9 57.9 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always tried to correct 
rather than punish poor performance. 
 
Table 4.1.7: Do you implement induction and training?  
Q7
1 5.3 5.3 5.3
4 21.1 21.1 26.3
5 26.3 26.3 52.6
9 47.4 47.4 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that always implemented induction 
and training. 
 
Table 4.1.8: Do you have policies and practices for handling conflict? 
Q8
1 5.3 5.3 5.3
3 15.8 15.8 21.1
4 21.1 21.1 42.1
11 57.9 57.9 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they had policies and practices 
in place for handling conflict. 
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Table 4.1.9: Do you avoid being put on the spot by your employee, in a 
hearing?  
Q9
1 5.3 5.3 5.3
5 26.3 26.3 31.6
3 15.8 15.8 47.4
5 26.3 26.3 73.7
5 26.3 26.3 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
There was no majority response indicated, but an even mixture of responses 
from rarely to always allowing employees to have their say. 
 
Table 4.1.10: Do you use your influence to get your ideas accepted? 
Q10
2 10.5 10.5 10.5
1 5.3 5.3 15.8
7 36.8 36.8 52.6
7 36.8 36.8 89.5
2 10.5 10.5 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they sometimes and often use 
their influence to get their ideas accepted. 
 
Table 4.1.11: Do you try to satisfy the other parties’ expectations? 
 
Q11
1 5.3 5.3 5.3
5 26.3 26.3 31.6
6 31.6 31.6 63.2
7 36.8 36.8 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
There was a relatively even mixture of the responses. The respondents were 
prepared to try to satisfy the other parties’ expectations in a conflict situation. 
 71  
Table 4.1.12: Do you use your expertise to make a decision that favours 
you?   
Q12
3 15.8 15.8 15.8
2 10.5 10.5 26.3
10 52.6 52.6 78.9
3 15.8 15.8 94.7
1 5.3 5.3 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they sometimes used their 
expertise to make decisions in their own favour. 
 
Table 4.1.13: Do you avoid disagreements with employees? 
Q13
5 26.3 26.3 26.3
5 26.3 26.3 52.6
8 42.1 42.1 94.7
1 5.3 5.3 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they often prefer to avoid 
disagreements with their employees. 
 
Table 4.1.14: Do you try to integrate your ideas to reach a joint decision? 
Q14
2 10.5 10.5 10.5
2 10.5 10.5 21.1
5 26.3 26.3 47.4
10 52.6 52.6 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always tried to integrate 
their ideas with their employee’s ideas to reach a joint decision 
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Table 4.1.15: Do you accommodate your employees’ ideas? 
Q15
1 5.3 5.3 5.3
1 5.3 5.3 10.5
2 10.5 10.5 21.1
9 47.4 47.4 68.4
6 31.6 31.6 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they often accommodate their 
employee’s ideas.  
 
Table 4.1.16: Do you try to find a middle course to resolve a stalemate? 
Q16
1 5.3 5.3 5.3
5 26.3 26.3 31.6
7 36.8 36.8 68.4
6 31.6 31.6 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they often try to find a middle 
course to resolve a stalemate. 
 
Table 4.1.17: Do you give in to the other person’s wishes? 
Q17
3 15.8 15.8 15.8
11 57.9 57.9 73.7
5 26.3 26.3 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they sometimes give in to the 
other person’s wishes.   
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Table 4.1.18: Do you generally pursue your side of an issue? 
Q18
3 15.8 15.8 15.8
8 42.1 42.1 57.9
6 31.6 31.6 89.5
2 10.5 10.5 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they sometimes pursued their 
own side of an issue. 
 
Table 4.1.19: Do you negotiate with the employee to reach a 
compromise?   
Q19
2 10.5 10.5 10.5
11 57.9 57.9 68.4
6 31.6 31.6 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they often negotiate with their 
employees to reach a compromise. 
 
Table 4.1.20: Do you exchange information in order to solve a problem 
together?   
Q20
11 57.9 57.9 57.9
8 42.1 42.1 100.0
19 100.0 100.0
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they often exchanged 
information with their employees to solve a problem together. 
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Table 4.1.21: Do you try to avoid unpleasant exchanges? 
Q21
3 15.8 15.8 15.8
5 26.3 26.3 42.1
11 57.9 57.9 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always tried to avoid 
unpleasant exchanges. 
 
Table 4.1.22: Do you use your power to be the victor in a negotiation? 
Q22
4 21.1 21.1 21.1
11 57.9 57.9 78.9
3 15.8 15.8 94.7
1 5.3 5.3 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they rarely used their power to 
be the victor in negotiation. 
  
Table 4.1.23: Do you bring all your concerns into the open to resolve an 
issue?   
Q23
3 15.8 15.8 15.8
6 31.6 31.6 47.4
10 52.6 52.6 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always bring all their 
concerns into the open to resolve an issue. 
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Table 4.1.24: Do you try to ‘split the difference’ in order to resolve an 
issue?     
 
Q24
2 10.5 10.5 10.5
9 47.4 47.4 57.9
7 36.8 36.8 94.7
1 5.3 5.3 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
    
The majority of the respondents indicated that they sometimes tried to 
compromise in order to resolve an issue.  
 
Table 4.1.25: Do you investigate an issue to find a solution acceptable to 
both parties?  
Q25
1 5.3 5.3 5.3
9 47.4 47.4 52.6
9 47.4 47.4 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they often, if not always, 
investigate an issue in order to find a solution that is acceptable to both parties. 
 
Table 4.1.26: Do you give three written warnings before dismissing an 
employee?   
Q26
1 5.3 5.3 5.3
2 10.5 10.5 15.8
4 21.1 21.1 36.8
12 63.2 63.2 100.0
19 100.0 100.0
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always give three written 
warning before dismissing an employee. 
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Table 4.1.27: Do you give counselling for poor work performance? 
 
Q27
4 21.1 21.1 21.1
6 31.6 31.6 52.6
9 47.4 47.4 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they always or often give 
counselling for poor work performance. 
 
 
Table 4.1.28: Do you have disciplinary hearings before releasing an 
employee?   
Q28
1 5.3 5.3 5.3
4 21.1 21.1 26.3
14 73.7 73.7 100.0
19 100.0 100.0
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they always have disciplinary 
hearings before releasing employees. 
 
Table 4.1.29: Do you keep disagreements to yourself to avoid hard 
feelings? 
Q29
1 5.3 5.3 5.3
7 36.8 36.8 42.1
7 36.8 36.8 78.9
3 15.8 15.8 94.7
1 5.3 5.3 100.0
19 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Some respondents indicated that sometimes keep disagreements to 
themselves in order to avoid hard feelings, other respondents indicated that 
they rare did. 
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Table 4.1.30: Do you handle the discipline/conflict in the workplace 
yourself? 
Q30
1 5.3 5.3 5.3
6 31.6 31.6 36.8
6 31.6 31.6 68.4
6 31.6 31.6 100.0
19 100.0 100.0
Never
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
There was a mixed response from the respondents that indicated that they 
sometimes, often or always handled the conflict and discipline in the workplace 
themselves. 
 
Table 4.1.31: Summary of statistics for questionnaire 1 
   Q1Summ 
  
Descriptive Statistics
Variable Valid N Mean Minimum Maximum Std.Dev.
Q1
Q2
Q3
Q4
Q5
Q6
Q7
Q8
Q9
Q10
Q11
Q12
Q13
Q14
Q15
Q16
Q17
Q18
Q19
Q20
Q21
Q22
Q23
Q24
Q25
Q26
Q27
Q28
Q29
Q30
19 4.53 3 5 0.61
19 4.16 1 5 1.21
19 2.74 1 5 1.66
19 3.74 2 5 0.99
19 4.68 4 5 0.48
19 4.42 2 5 0.84
19 4.16 2 5 0.96
19 4.32 2 5 0.95
19 3.42 1 5 1.30
19 3.32 1 5 1.11
19 4.00 2 5 0.94
19 2.84 1 5 1.07
19 3.26 2 5 0.93
19 4.21 2 5 1.03
19 3.95 1 5 1.08
19 3.95 2 5 0.91
19 3.11 2 4 0.66
19 3.37 2 5 0.90
19 4.21 3 5 0.63
19 4.42 4 5 0.51
19 4.42 3 5 0.77
19 2.05 1 4 0.78
19 4.37 3 5 0.76
19 3.37 2 5 0.76
19 4.42 3 5 0.61
19 4.42 2 5 0.90
19 4.26 3 5 0.81
19 4.68 3 5 0.58
19 2.79 1 5 0.98
19 3.84 1 5 1.07
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Table 4.1.31 is a summary of the responses to questionnaire one and 
indicates the minimum and maximum responses to each question with the 
standard deviations.  
(1 = Never    2 = Rarely    3 = Sometimes    4 = Often    5 = Always) 
 
Assessment Data
 
A section on Assessment Data concluded the research section of the 
questionnaire and the answers varied considerably. 
 
Table 4.1.32: What is the (one) most common conflict that your enterprise 
experiences? 
    AD.1.a 
Incidents Assessment Data.1.a 
2 Alcohol Abuse 
1 Attitude towards peers and work environment 
2 Absent without leave 
1 Differences: employees, employers and peers 
1 Dishonesty 
1 Envy (Salaries/Promotions) 
1 Negative influence of other workers 
1 Neglecting Safety Rules 
1 Not meeting production/quality targets 
6 Poor work performance 
1 Substandard Quality of work 
1 Theft 
19   
 
The majority of the respondents indicated that the most common cause of 
conflict experienced in their enterprise was poor work performance. 
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Table 4.1.33:  How is this conflict resolved in most cases? 
    AD.1.b 
Incidents Assessment Data.1.b 
1 Changing perceptions 
1 Communication 
2 Counselling 
2 Disciplinary process & hearing 
1 Discussing consequences 
2 Discussion & training 
1 Employ others 
1 Fight it through 
2 Meeting or warning 
1 Performance Counselling 
1 Train, warn, discipline 
1 Try to accommodate their needs, or transfer to a different area 
1 Voluntary resignation 
1 Warnings  
1 Written warnings 
19   
 
In most cases the conflict was resolved through communication such as 
counselling and discussion of the problem. 
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Table 4.1.34a: What other conflicts are common in your enterprise?  
    AD.2.a 
Incidents Assessment Data.2.a 
3 Absence without leave 
1 Alcohol abuse 
1 Disharmony between workers 
1 Dishonesty/theft 
1 Fighting 
1 Incorrect use of company property 
1 Instigation 
1 Interference in deals 
1 Lack of confidentiality 
1 Listening to Gossip 
1 Personality clashes 
1 Poor work performance 
2 Remuneration 
2 Theft 
1 Unauthorised telephone use 
19   
 
    
AD.2.b 
Incidents Assessment Data.2.b 
2 Absence without leave 
1 Alcohol abuse 
1 Bad Attitude 
1 Discrimination 
1 Dishonesty 
1 Gossip 
1 Lack of confidentiality (Information) 
1 Misunderstanding communication 
2 Poor work performance 
1 Personal Hygiene 
3 Remuneration & wage negotiations 
2 Stealing time & tardy time-keeping 
1 Theft 
1 Unscrupulous work ethics 
19   
 
(In a & b) The majority of the respondents indicated that other conflicts that 
were common in their enterprises were absenteeism and tardy timekeeping. 
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Table 4.1.35: What is the (one) most common solution used for handling 
conflict in your enterprise?  
    AD.3 
Incidents Assessment Data.3 
2 Communication 
1 Consistent application of Disciplinary process 
1 Discuss problems, appeal to improve 
3 Discussion 
1 Discussion between employer and employee 
1 Explaining the correct way 
1 Get all parties involved and talk it through 
1 Get it out in the open with honesty 
1 Give Warnings 
1 Hold Hearings 
1 Meetings 
1 Motivational Talk in Private 
1 Open discussion of the problem 
1 Open discussion. Reaching compromise 
1 Open, non-threatening, constructive communication 
1 Warnings 
19   
 
The majority of the respondents indicated that the other conflict experienced 
by their enterprise was absenteeism, tardy timekeeping, alcohol abuse and 
poor work performance. The most common solution used to handle conflict in 
the enterprise was communication, discussion and disciplinary measures. 
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Demographic Data 
A section on demographic data was included to control that the respondents 
fell into the area of the research geographically and size wise. 
 
Table 4.1.36: How many people does your business employ? 
   DD.1.a  
Incidents Demographic Data. 1.a 
1 7 
1 10 
2 12 
1 13 
2 14 
2 15 
1 18 
2 20 
1 30 
1 35 
3 50 
1 75 
1 80 
19   
 
The responses shown in table 4.1.36 were used to establish the size of the 
business that the respondent was employed in. 
 
Table 4.1.37: What is the size of the business? 
   DD.1.b 
Size of 
business Demographic Data. 1.b 
Very Small 1 
Small 13 
Medium 5 
  19 
 
The averages were: Very Small 5 to 10 employees; Small 10 to 50 employees; 
Medium 50 to 200 employees. The majority of the respondents were from 
small businesses that fall into the demarcation of this research. 
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Table 4.1.38: What is your designation/job title?  
   DD.2 
Incidents Demographic Data 2 
2 CEO 
1 Co-owner 
2 Director 
1 HR Manager 
2 Manager 
6 Owner 
2 Owner/MD 
1 Partner/Manager 
1 Principal 
1 Snr. Financial Advisor 
19   
 
The responses were mostly from owners and managers. 
 
Table 4.1.39: What industry does your business operate in?  
   Demographic Data 3 
Incidents Industry 
1 1 Agriculture 
1 2 Arts & Crafts 
1 3 Automotive 
2 4 Building, Construction & Civil Engineering 
1 9 Engineering 
1 10 Equipment 
2 13 Financial Services 
1 14 Food, Beverage & Tobacco 
1 15 Health Services 
1 16 Manufacturing 
1 20 Retail Fuel 
1 20 Flight Training 
1 23 Professional Services 
1 26 Real Estate 
1 31 Travel, Tourism & Recreation 
1 33 Wholesale & Retail 
1 34 Motor Retail 
19     
 
The respondents to question 39 (Table 4.1.39) operated in a variety of 
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industries, which include; Agriculture, Automotive Retail, Building Construction 
and Civil Engineering, Engineering, Equipment, Food and Beverages, 
Financial Services, Flight Training, Florist, Health Services, Real Estate, Retail 
Fuel, Motor Retail, Travel and Tourism as well as Wholesale and Retail. 
 
The results of the first questionnaire were found to be inadequate for the field 
of study that the researcher is embarking on. However, although the findings 
were not totally on course they did produce a valuable insight into the trends of 
small business managers. All the questions were open-ended and many of the 
questions were repetitions of questions previously asked in the same 
questionnaire, but stated in a different manner in order to ascertain the validity 
of the answers. These questions produced a number of respondents that 
answered differently on the one to the other, which led the researcher to 
believe that the original questionnaire was not going to fulfil the requirements 
of the study and a second questionnaire was formulated. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 85  
4.2 QUESTIONNAIRE 2 
The second questionnaire (Annexure III) was formulated to get a better 
understanding of conflict prevention and handling of discipline in small to 
medium businesses and formulated in such a way as to establish the over-all 
conflict handling styles and disciplinary measures of small to medium sized 
business owners and managers. The questionnaire was broken down into 
various sections from commencement of employment to termination of the 
relationship including dismissal. The majority of questions were closed 
questions and required only Yes or No responses.  
 
There were 42 respondents to the second questionnaire (Annexure IV), but 
one was discarded completely as the respondent had not had any staff 
turnover in 12 years and could not respond to any of the pertinent points. This 
respondent claimed to have led his workforce of 12 employees by example 
and that he had never had any major issues with them. The statistical results 
of the remaining 41 respondents are shown below. 
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A. AT COMMENCEMENT OF EMPLOYMENT 
The first section of this questionnaire deals with the commencement of the 
employee/employer relationship and is devised to ascertain the frequency that 
small to medium businesses comply with reducing documentation to writing in 
order to avoid future misunderstanding or conflict. 
 
Table 4.2.1: Do you know the legal requirements of an 
employee/employer relationship? 
A1
6 14.6 14.6 14.6
35 85.4 85.4 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Over 85 percent of the respondents felt they knew the legal requirements of an 
employee/employer relationship that left a shortfall of 14,6 percent of 
respondents that didn’t. 
 
Table 4.2.2: Do you use the structures of regulation in your company?  
A2
7 17.1 17.1 17.1
34 82.9 82.9 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of respondents claimed to use the structures of regulation in their 
company, which left a shortfall of 17,1 percent. 
 
Table 4.2.3: Do you implement induction and training? 
A3
8 19.5 19.5 19.5
33 80.5 80.5 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents claimed to implement induction and training in 
their enterprise, so there was a shortfall of 19,5 percent that didn’t. 
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Table 4.2.4: Do all new employees get issued with a Code of Conduct?  
A4I
18 43.9 43.9 43.9
23 56.1 56.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
The majority of the respondents issued their employees with a code of 
conduct, but a high 43,9 percent didn’t. 
 
Table 4.2.5: Do all new employees get issued with an Employment 
Contract?   
A4II
7 17.1 17.1 17.1
34 82.9 82.9 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents claimed that they issued new employees with 
an employment contract, but there was a shortfall of 17,1 percent that didn’t. 
 
Table 4.2.6: Do all new employees get issued with an Induction Manual?  
A4III
35 85.4 85.4 85.4
6 14.6 14.6 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
There were 85,4 percent of the respondents that did not issue induction 
manuals 
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Table 4.2.7: Do all new employees get issued with a Job Description?  
A4IV
12 29.3 29.3 29.3
29 70.7 70.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents issued job descriptions to new employees, but 
29,3 percent didn’t. 
 
Table 4.2.8: Do all new employees get issued with Standards for Working 
Practices?  
A4V
22 53.7 53.7 53.7
19 46.3 46.3 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
There were 53,7 percent of the respondents that did not issue standards for 
working practice. 
 
Table 4.2.9: How regularly do you evaluate/amend employment 
contracts?  
 
Evaluation
2 4.9 4.9 4.9
2 4.9 4.9 9.8
15 36.6 36.6 46.3
7 17.1 17.1 63.4
10 24.4 24.4 87.8
3 7.3 7.3 95.1
1 2.4 2.4 97.6
1 2.4 2.4 100.0
41 100.0 100.0
Never/Casuals
Quarterly
Annually
Seldom
Never
every 2 years
Monthly
Bi-annually
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents claimed to evaluate and amend employment 
contract annually. The next highest score of respondents claimed that they 
never evaluated employment contracts, which leaves a void in the reporting of 
the business that a consultant could possibly fill. 
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B. WHILE EMPLOYED 
The second section of this questionnaire deals with the practices employed 
during the continuance of the employer/employee relationship and is devised 
to ascertain the frequency that small to medium businesses convey the 
requirements of the enterprise to the workforce. 
 
Table 4.2.10: Has your company set the behaviour standard that is 
required?  
B1
4 9.8 9.8 9.8
37 90.2 90.2 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
The majority of the respondents claimed that their enterprise has set the 
behaviour standards that are required. 
 
Table 4.2.11: Do your workers know what the behaviour standards are for 
the company? 
B2
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents claimed that their workers knew the behaviour 
standard set by the enterprise. 
 
Table 4.2.12: Do your workers achieve the defined standards of work? 
B3
11 26.8 26.8 26.8
30 73.2 73.2 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents claimed that their workers achieved the 
defined standards of work.     
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Table 4.2.13: Do your workers know when there are special 
requirements? 
B4
2 4.9 4.9 4.9
39 95.1 95.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The vast majority of the respondents stated that their workers knew when there 
were special requirements. Less than 5 percent of the respondents never had 
special requirements. 
 
Table 4.2.14: Do you counsel your workers about poor work 
performance? 
B5
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
     
The majority of the respondents indicated that they counselled their workers 
about poor work performance. 
  
Table 4.2.15: Do you counsel your workers about misconduct? 
B6
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they counselled their workers 
about misconduct. 
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 Table 4.2.16:  Does your management style create conflict? 
B7
29 70.7 70.7 70.7
12 29.3 29.3 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents did not feel that their management style 
created conflict. 
 
Table 4.2.17: Can you recognise potential conflict? 
B8
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents felt that they could recognise potential conflict.   
 
 Table 4.2.18: Do you know how to recognise conflict? 
B9
2 4.9 4.9 4.9
39 95.1 95.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents indicated that they could recognise conflict. 
 
Table 4.2.19: Do you believe that some conflict is necessary? 
B10
9 22.0 22.0 22.0
32 78.0 78.0 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The majority of the respondents believed that some conflict is necessary.     
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Table 4.2.20:  Do you know where the limit is in causing conflict? 
B11
9 22.0 22.0 22.0
32 78.0 78.0 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they knew the limits in causing 
conflict. 
 
Table 4.2.21: Is all conflict in the workplace negative? 
B12
35 85.4 85.4 85.4
6 14.6 14.6 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
           
The majority of the respondents did not feel that all conflict in the workplace is 
negative. 
 
Table 4.2.22: Do you confront employees who work contrary to 
procedures? 
B13
2 4.9 4.9 4.9
39 95.1 95.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
The majority of the respondents confronted the employees who work contrary 
to procedures.  
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Table 4.2.23: Do your employees confront you on moral issues? 
B14
18 43.9 43.9 43.9
23 56.1 56.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
    
The majority of the respondents indicated that their employees did not confront 
them on moral issues.  
 
Table 4.2.24: Do your employees perceive you to be fair?  
B15
41 100.0 100.0 100.0YesValid
Frequency Percent Valid Percent
Cumulative
Percent
 
All the respondents indicated that their employees perceived them to be fair.   
 
Table 4.2.25: How often do you have an open discussion on poor work 
performance? 
B16
2 4.9 4.9 4.9
6 14.6 14.6 19.5
16 39.0 39.0 58.5
14 34.1 34.1 92.7
3 7.3 7.3 100.0
41 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Sliding Scale: 1 = Never; 2 = Rarely; 3 = Sometimes; 4 = Often; 5 = Always. 
The majority of the respondents indicated that they sometimes / often had 
open discussions on poor work performance 
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C. DURING EMPLOYMENT 
The third section of this questionnaire deals with problems faced by the 
enterprise during the employee/employer relationship and is devised to 
ascertain the frequency that small to medium businesses have to deal with 
labour problems. 
  
Table 4.2.26: What is the most common/highest frequency problem that 
you experience with your workforce? 
   C1 
Incidents During employment C1 
4 Alcohol & Drugs 
8 Absent without leave 
1 Bickering 
1 Failure to meet targets 
1 Family Responsibility 
2 Inaccuracy 
1 Inaccurate Figures 
1 Lack of motivation 
1 Lack of responsibility 
1 Low Education level 
1 Low Productivity 
1 Loyalty 
1 Miscommunication 
1 Mismanagement 
2 Mistakes  
1 Misunderstandings 
1 Not adhering to instructions 
2 Personality Clash 
3 Poor work performance 
1 Racial conflict 
1 Talking and not working 
3 Tardy time-keeping 
1 Teamwork 
1 Time Management 
41   
 
The majority of the respondents indicated that they experienced difficulty with 
absenteeism and alcohol abuse. 
 95  
Table 4.2.27: Does this constitute Misconduct, Poor work performance or 
Neither?    
C2
9 22.0 22.0 22.0
14 34.1 34.1 56.1
18 43.9 43.9 100.0
41 100.0 100.0
N
P
M
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that the highest frequency of 
problems they experienced in their businesses fell into the category of 
misconduct  
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Table 4.2.28: If your workers don’t achieve company goals, what do you 
do about it.   
C3 
Incidents During Employment C3 
1 3 recorded counselling sessions 
1 3 warnings - gone 
1 Add Additional Labour 
1 Bonus system induces performance 
2 Communication 
3 Counselling 
1 Contract workers not re-employed 
1 Corrective Training 
1 Counsel/Discipline 
1 Counsel, Train, Discipline 
1 Counsel, warn, train, discipline 
1 Counselling or Hearing 
1 Discipline 
1 Discuss/Discipline 
1 Discuss and rectify 
1 Discuss Difficulties 
1 Discuss goal achievement 
1 Discuss problem, encourage solution 
1 Discuss requirements 
1 Discussion 
1 Enquiry & instructions 
1 Investigate Problem 
1 Lower the company goals 
1 Meeting/discussion 
1 Minimal Increases & bonuses 
1 Motivate to do better 
1 Motivation & Incentives (Bonuses) 
1 No bonus 
1 No co. goals 
1 Penalise bonus 
1 Performance standards revised 
1 Production bonuses 
1 Retrain 
1 Set record straight immediately 
1 Talk to the parties 
1 Try to motivate 
1 Verbal/written Reprimand 
1 Warnings 
41   
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The majority of the respondents to question C3 (Table 4.2.28) indicated that 
they held discussions and counselling session as corrective measures to 
motivate employees to achieve company goals. 
 
Table 4.2.29: What is the feedback you get from your employees 
regarding your management style?  
   C4 
Incidents During Employment C4 
1 Complain too much 
1 Consistent, lead by example 
1 Constructive 
1 Decent & fair 
1 Effective 
6 Fair 
4 Good/Fair 
1 Know where they stand 
1 Lead by example 
9 No feedback 
2 No problem 
1 Open Door 
8 Positive feedback 
4 Strict but fair 
41   
 
The majority of the respondents indicated that they did not receive feedback 
regarding their management style. The balance of the responses ranged from 
strict and fair to strict but fair with high percentage indicating positive feedback. 
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Table 4.2.30: How do you avoid conflict in your workplace?  
   C5 
Incidents During Employment C5 
1 Address issue head-on ASAP 
5 Communication 
1 Confrontation 
1 Correct Immediately 
1 Counselling 
1 Define boundaries 
2 Discuss & defuse 
6 Discuss/resolve ASAP 
1 Employ quality people 
2 Fairness 
1 Good relations 
1 Governance 
1 Handle immediately 
1 Indicate Clear Expectations 
1 Keep 'on top of' things 
1 Keeping staff informed 
1 Listen to their problem 
1 Manage it 
1 No favourites. Equal treatment 
1 Open discussion 
1 Open door mgt 
1 Pro-active goal setting 
1 Quarterly meetings 
1 Recognise & resolve 
1 Regular Meetings 
1 Resolve ASAP Avoid more 
1 Rules & Discipline 
1 Supervisor to sort out 
1 Take action ASAP 
1 Talking to guilty party 
41   
 
The majority of the respondents indicated that they tried to resolve issues as 
soon as possible to avoid conflict by managing the issues through timely 
communication, discussion and resolution of the problem. 
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Table 4.2.31: How does your company deal with potential conflict in the 
workplace?  
   C6 
Incidents During Employment C6 
1 Communication 
1 Confrontation 
1 Corrective Action 
1 Defuse ASAP 
2 Disciplinary procedures 
8 Discussion 
3 Don't have any 
1 Facing the problem 
1 Fair Management 
1 Find root of problem 
1 Identify, discuss prevention 
1 Intervention 
1 Investigate Problem 
1 Knowledge of expectations 
1 Listen to all views 
3 Meetings 
1 Personal Interviews 
1 Preventative Measures 
1 Proactive measures 
1 Regular meetings 
1 Remove the instigator 
1 Sort problem out 
1 Tackle problem head-on 
1 Take action ASAP 
1 Talk about problem 
1 Training 
1 Try defuse potential problem 
1 Warnings 
1 Written communication 
41   
 
The majority of the respondents indicated that they held discussions with 
employees and tried to tackle and defuse any potential conflict as soon as 
possible. 
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Table 4.2.32: How does your company manage the conflict in the 
workplace? 
   C7 
Incidents During Employment C7 
1 Address problem ASAP 
1 Call in, Talk Listen to Reasons 
5 Communicate 
1 Conflict handling procedures 
2 Consultation 
2 Counselling & Discipline 
1 Defuse & discuss 
6 Disciplinary procedures 
4 Discussions 
1 Identify problems and solutions 
2 Meetings 
4 None 
3 Open Discussion 
1 Open door policy 
1 Programmes 
1 Spell out Company policy 
1 Stern Warning or letter 
1 Strict discipline 
1 Strict. Warnings/Hearings 
1 Through line management 
1 Warnings 
41   
 
The majority of the respondents indicated that they managed the conflict in the 
workplace with communication, discussions and disciplinary procedures 
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Table 4.2.33: What is the highest frequency of events that lead to 
disciplinary hearings? 
   C8 
Incidents During Employment C8 
8 Absenteeism 
5 Alcohol Abuse 
4 Dishonesty  
1 Disobedience 
1 Insubordination 
2 Misconduct 
1 Mismanagement of money 
3 Poor attendance/tardy timekeeping 
12 Poor work performance 
4 Theft 
41   
 
The majority of the respondents indicated that poor work performance and 
absenteeism were the highest incidents of events that led to disciplinary 
hearings. 
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D. DISCIPLINARY PROCEDURES 
The fourth section of this questionnaire deals with the ability of the employer to 
effectively deal with the employees in the event of employee transgressions 
leading to disciplinary measures. It is designed to ascertain what training the 
employer has had in the field of applying discipline and managing conflict in 
the workplace and whether disciplinary hearings are conducted in a 
procedurally and substantively fair manner. 
 
Table 4.2.34: Have you ever attended a talk/seminar dealing with handling 
conflict?  
D1
19 46.3 46.3 46.3
22 53.7 53.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they had attended a talk or 
seminar on handling conflict, while a high percentage of 46,3 had not. 
 
Table 4.2.35: Do you have formal training in dealing with conflict? 
D2
30 73.2 73.2 73.2
11 26.8 26.8 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
  
The vast majority of the respondents, 73,2 percent, indicated that they did not 
have any formal training in dealing with conflict. 
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Table 4.2.36: Do you follow fair procedure in dealing with disciplinary 
hearings?  
D3
2 4.9 4.9 4.9
39 95.1 95.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
   
The majority of the respondents indicated that they followed fair procedure in 
dealing with disciplinary hearings. 
 
Table 4.2.37: Do you make sure employees know their rights in 
disciplinary procedures?  
D4
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they made sure that the 
employees knew their rights in disciplinary procedures 
 
Table 4.2.38: Do employees receive written notice of disciplinary 
hearings?  
D5
3 7.3 7.3 7.3
38 92.7 92.7 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they issued written notices of 
disciplinary hearings 
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Table 4.2.39: Does the notice of a hearing include a list of employee’s 
rights? 
D6
9 22.0 22.0 22.0
32 78.0 78.0 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they included a list of the 
employee’s rights on notices of disciplinary hearings, while 22 percent did not.
  
Table 4.2.40: Are disciplinary hearings held in a substantively fair 
manner?  
D7
2 4.9 4.9 4.9
39 95.1 95.1 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they believed that their 
disciplinary hearings are held in a substantively fair manner. 
 
Table 4.2.41: Do you hold a disciplinary hearing before dismissing an 
employee?   
D8
4 9.8 9.8 9.8
37 90.2 90.2 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they held disciplinary hearings 
before dismissing an employee. 
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E. DISMISSAL 
This section of the questionnaire deals with the manner in which the employer 
deals with disciplinary measures and is designed to determine how managers 
of small to medium size businesses handle the disciplinary process and CCMA 
cases. 
 
Table 4.2.42: Do you have knowledge of the procedures when dealing 
with the CCMA?  
E1
13 31.7 31.7 31.7
28 68.3 68.3 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Approximately two-thirds of the respondents indicated that they had knowledge 
of the procedures for dealing with CCMA cases. This left 31,7 percent of the 
respondents that didn’t know how to deal with CCMA cases. 
 
Table 4.2.43: Do you have a system in place to deal with CCMA hearings? 
E2
15 36.6 36.6 36.6
26 63.4 63.4 100.0
41 100.0 100.0
No
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Approximately two-thirds of the respondents indicated that they had a system 
in place to deal with CCMA cases. This left one-third of the respondents that 
didn’t have a system in place to deal with CCMA cases. 
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Table 4.2.44: How many CCMA cases has your company dealt with in the 
past 12 months? 
E3
25 61.0 61.0 61.0
12 29.3 29.3 90.2
2 4.9 4.9 95.1
1 2.4 2.4 97.6
1 2.4 2.4 100.0
41 100.0 100.0
0
1
2
3
6
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
61 percent of the respondents indicated that their company had not needed to 
deal with any CCMA cases in the past twelve months. 
 
Table 4.2.45: How well prepared are you to deal with CCMA cases? 
E4
12 29.3 29.3 29.3
15 36.6 36.6 65.9
2 4.9 4.9 70.7
1 2.4 2.4 73.2
5 12.2 12.2 85.4
1 2.4 2.4 87.8
2 4.9 4.9 92.7
1 2.4 2.4 95.1
1 2.4 2.4 97.6
1 2.4 2.4 100.0
41 100.0 100.0
Not
Well
Consultant
Lawyer
Fairly
Cofesa
Seesa
Not well
Legal Help
RMI
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents, 36,6 percent, indicated that they were well 
prepared to deal with CCMA cases. 29,3 % indicated that they were not well 
prepared to deal with CCMA cases and the remaining third of the respondents 
relied on various kinds of consultants to deal with CCMA cases. 
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Table 4.2.46: Do you deal with some CCMA cases yourself? 
E5
27 65.9 65.9 65.9
2 4.9 4.9 70.7
12 29.3 29.3 100.0
41 100.0 100.0
No
Consultant
Yes
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
The majority of the respondents indicated that they did not deal with CCMA 
cases themselves. 
 
Table 4.2.47: How often do you employ a specialist to deal with difficult 
cases?  
E6
13 31.7 31.7 31.7
8 19.5 19.5 51.2
2 4.9 4.9 56.1
5 12.2 12.2 68.3
13 31.7 31.7 100.0
41 100.0 100.0
Never
Rarely
Sometimes
Often
Always
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Sliding Scale: 1 = Never; 2 = Rarely; 3 = Sometimes; 4 = Often; 5 = Always. 
There was an even mixture from never to always that the respondents 
employed a specialist to deal with difficult cases. The respondents that 
indicated that they never employed a specialist were the same respondent that 
had not had CCMA cases in the past 12 months. 
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ASSESSMENT DATA 
The assessment section of this questionnaire deals with the ability of the 
employer to effectively deal with the employees in the event of transgressions 
leading to disciplinary measures. It is designed to assess what formal training 
the employer has had in the field of conflict management, and how conflict is 
resolved in the workplace. 
 
Table 4.2.48: What is the (one) most common/highest occurrence of 
conflict that your enterprise experiences? 
   Q1.a 
Incidents Assessment Data 1.a 
10 Absenteeism 
2 Alcohol Abuse 
1 Assault 
1 Bickering & Gossip 
1 Commission splits 
1 Competitiveness 
1 Disobedience 
2 Friction between employees 
1 Insubordination 
1 Lack of Communication 
1 Lack of respect 
3 Miscommunication/misunderstandings 
3 Personality clashes 
7 Poor Work Performance 
1 Superiority Conflict 
1 Team Clashes 
1 Theft 
1 Timekeeping 
1 Unresolved issues causing conflict 
1 Verbal abuse 
41   
 
The majority of the respondents indicated that the most common event 
causing conflict in their business was absenteeism. The second most common 
response from the balance of the respondents was poor work performance. 
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Table 4.2.49: How is this conflict resolved in most cases? 
   Q1.b 
Incidents Assessment Data 1.b 
1 Checking reports 
3 Communication 
1 Consultation 
1 Correct or leave 
6 Counselling 
1 Defuse, Communicate, Discipline 
4 Disciplinary Hearing 
1 Discuss problem & solution 
4 Discussion & warnings 
3 Final Warning/dismissal 
1 Formal Hearing 
1 Hearing/ dismissal 
1 Ignore & Forget 
1 Loose bonus/warning 
1 Motivational talks 
1 No work No pay 
1 Quarterly meetings 
1 Sent away for counselling 
1 Sent home 
1 Training, warning, discipline 
1 Verbal & written warning 
1 Warnings 
1 Warnings & Penalties (No Bonus) 
1 Written communication 
1 Written queries 
1 Written warnings 
41   
 
The majority of the respondents indicated that in most cases conflict was 
resolved through counselling and warnings. 
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Table 4.2.50: What other (two) conflicts are common in your enterprise? 
   Q2.a & b 
Incidents Assessment Data 2.a & b 
10 Alcohol abuse 
6 Absenteeism 
2 Communication  
1 Deadlines not met 
1 Detour 
1 Drive Too fast 
1 Education levels 
2 Fighting 
1 Horse-play 
1 Incapacity 
1 Infrastructure 
1 Instigation 
1 Middle mgt not respected 
1 Misconduct 
1 Mismanagement 
2 Misuse of phones 
1 Negligence 
24 No other 
1 no paperwork 
1 Not paying attention 
1 Overtime work 
1 Pick up Passengers 
1 Product quality 
2 Poor Work Performance 
2 Racism Allegations 
1 Relationships 
1 remuneration 
1 Repeating Instructions 
1 Shirking responsibility 
1 Stock control 
3 Tardy time-keeping 
5 Theft 
1 Undeserved seniority 
1 Unfair Labour Practices 
82   
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The majority of the respondents in Table 4.2.50 experienced alcohol abuse 
and absenteeism to be the next highest conflicts that were experienced in their 
business. 
   
Table 4.2.51: What is the (one) most common solution used for handling 
conflicts in your enterprise?  
   
Q3 
Incidents Assessment Data 3. 
1 Attack the problem - not the person - ASAP 
1 Awareness of importance 
1 Commission and negotiations 
8 Communication 
1 Conflict handling ethics 
2 Consultation 
3 Counselling 
7 Disciplinary procedures 
5 Discussion 
1 Final Warnings/Lay charge for theft 
1 Resolve or discipline 
1 Spiritual upliftment and communication 
1 Talk/Warn 
1 Talk and plead 
1 Talk, counsel, reprimand 
3 Warnings 
1 Warnings & Penalties (No Bonus) 
2 Written warnings 
41   
 
The majority of the respondents indicated that they believed in communication 
and discussions to resolve the majority of the conflict experienced in their 
enterprise. 
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DEMOGRAPHIC DATA 
This demographic section of the questionnaire was included to establish the 
size of the business, the designation and gender of the respondent and the 
industry the respondent works in, so as to ensure that the responses are an 
acceptable sample that satisfies various demographic criteria. 
 
Table 4.2.52: How many people does your business employ?
 
F1
1 2.4 2.4 2.4
2 4.9 4.9 7.3
2 4.9 4.9 12.2
1 2.4 2.4 14.6
2 4.9 4.9 19.5
1 2.4 2.4 22.0
1 2.4 2.4 24.4
3 7.3 7.3 31.7
1 2.4 2.4 34.1
1 2.4 2.4 36.6
1 2.4 2.4 39.0
2 4.9 4.9 43.9
1 2.4 2.4 46.3
1 2.4 2.4 48.8
1 2.4 2.4 51.2
1 2.4 2.4 53.7
1 2.4 2.4 56.1
2 4.9 4.9 61.0
2 4.9 4.9 65.9
1 2.4 2.4 68.3
3 7.3 7.3 75.6
2 4.9 4.9 80.5
2 4.9 4.9 85.4
1 2.4 2.4 87.8
1 2.4 2.4 90.2
1 2.4 2.4 92.7
1 2.4 2.4 95.1
1 2.4 2.4 97.6
1 2.4 2.4 100.0
41 100.0 100.0
5
6
7
8
9
10
11
12
13
17
18
25
27
28
30
32
34
35
36
38
40
45
55
75
86
114
140
150
185
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Table 4.2.51 was included to ensure that the sample taken was indeed from 
small to medium size businesses.  
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 Table 4.2.53: What is the size of the Business 
SIZE
9 22.0 22.0 22.0
24 58.5 58.5 80.5
8 19.5 19.5 100.0
41 100.0 100.0
Very small
Small
Medium
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Table 4.2.52 was included to establish that the respondents were from small to 
medium sized businesses, employing 10 to 50 workers, and the data is a 
summary of table 4.2.51. 
 
Table 4.2.54: What is your designation/job title? 
F2
1 2.4 2.4 2.4
6 14.6 14.6 17.1
1 2.4 2.4 19.5
4 9.8 9.8 29.3
1 2.4 2.4 31.7
2 4.9 4.9 36.6
1 2.4 2.4 39.0
1 2.4 2.4 41.5
1 2.4 2.4 43.9
2 4.9 4.9 48.8
12 29.3 29.3 78.0
1 2.4 2.4 80.5
1 2.4 2.4 82.9
1 2.4 2.4 85.4
1 2.4 2.4 87.8
1 2.4 2.4 90.2
2 4.9 4.9 95.1
1 2.4 2.4 97.6
1 2.4 2.4 100.0
41 100.0 100.0
Project leader
Manager
Franchise Principal
Owner
Nursing Service Manager
Director
Branch Manager
National Manager
Procurement Manager
CEO
Owner/Manager
Production Manager
Dealer Principal
Divisional Director
Partner
Regional Survey Manager
Member/Manager
Ops Manager
Superintendant
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Table 4.2.53 is the statistical analysis of the respondent’s designation in the 
business. The majority of respondents were owner/managers of the business. 
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Table 4.2.55: What is your gender?               
F3
32 78.0 78.0 78.0
9 22.0 22.0 100.0
41 100.0 100.0
M
F
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Table 4.2.54 reflects that the respondents were 78 percent male and 22 
percent female. 
 
Table 4.2.56: What industry does your business operate in?  
F4
2 4.9 4.9 4.9
5 12.2 12.2 17.1
5 12.2 12.2 29.3
1 2.4 2.4 31.7
1 2.4 2.4 34.1
1 2.4 2.4 36.6
7 17.1 17.1 53.7
3 7.3 7.3 61.0
5 12.2 12.2 73.2
1 2.4 2.4 75.6
2 4.9 4.9 80.5
2 4.9 4.9 85.4
1 2.4 2.4 87.8
2 4.9 4.9 92.7
1 2.4 2.4 95.1
2 4.9 4.9 100.0
41 100.0 100.0
Agriculture
Automotive
Building & construction
Development
Financial services
Health services
Manufacturing
Other
Professional services
Pulp & paper
Real estate
Security
Trading
Transport & storage
Waste management
Wholesale & retail
Total
Valid
Frequency Percent Valid Percent
Cumulative
Percent
 
Table 4.2.55 was included to show that the respondent’s came from a variety 
of industries. 
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4.3 CONCLUSION 
Two questionnaires were formulated in order to ascertain the conflict and 
disciplinary handling styles of small to medium size business owners in 
George. 
 
The first questionnaire was formulated to examine the respondent’s conflict 
and disciplinary management ability with open-ended question that desired 
answers on a sliding scale from 1 to 5 (1 = Never and 5 = Always). The trend 
shown on the responses to the first questionnaire led the student to believe 
that the respondents were looking at current issues rather than conflict and 
discipline as a whole. 
 
The second questionnaire was also formulated to examine the respondent’s 
conflict and disciplinary management style, but in this case the majority of the 
questions desired only yes or no answers and the questionnaire was broken 
down into sections to guide the respondent to think of the employee 
relationship from commencement to conclusion rather than a single incident. 
The responses were tabled and statistical analysis applied to them. 
Demographic data was included to ensure that the sample was a proper 
indication of various designations, genders and industries. 
 
The student met with a lot of resistance from respondents due to mistrust of 
motives and defensiveness. Some assumed that the researcher may be from a 
union or the labour department, despite assurances to the contrary. Sadly, this 
became a problem that was difficult to overcome and the end result was a 
smaller sample than was hoped for, although it is believed that the sample is 
sufficient to satisfy the criteria for the purposes of this study.  
 
The responses to the questionnaires were beneficial in aiding the formulation 
of an easy to follow employee management model detailing the basic 
requirements of a working relationship, which will be proposed in chapter 5, 
and is to be seen as a helpful tool for governing the employee/employer 
relationship from commencement to conclusion. 
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CHAPTER  5 
 
EMPLOYEE MANAGEMENT MODEL
 
 
5. INTRODUCTION 
In this chapter the student proposes a basic employee management model to 
comply with legislated requirements of small to medium businesses, which 
includes examples of some of the various forms (compiled by the author) that 
are needed for record-keeping from inception to termination of the 
employee/employer relationship, including the aspects of dismissal for various 
reasons. 
  
Various documents are proposed which incorporate the initial forms that 
should be given to employees at commencement of the employee relationship 
in order to reduce future misunderstandings. These consist of:  
1. An employment contract, which must include a summary job description 
and state the probationary period;  
2. A written code of good practices; 
3. A code of conduct,  
4. A detailed job description, and 
5. An induction manual, which is a very useful management tool.  
 
During employment it is advised that employment contracts be reviewed, 
revised and amended regularly as needed, or at least every second year.  
 
Other aspects of the employee/employer relationship that deserve attention 
are the ongoing need for defining and controlling the work standards and 
performance by setting and communicating expected targets and quality 
measures. 
 
A manager should learn to recognise potential conflict and adapt their 
management style to reduce conflict, in addition to planning the work schedule, 
organizing that the job gets done, leading the labour-force to more excellent 
performance and controlling the whole process. 
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Figure 5.1: Employee Management Model 
An Integrated Model for Conflict and Discipline Management in the Workplace 
EMPLOYEE MANAGEMENT MODEL 
 
HR Strategies to Avoid, Reduce and Handle Conflict and Discipline 
 
Mission 
To be procedurally and substantively fair in all employee relations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
AT INCEPTION OF EMPLOYMENT 
PROVIDE 
Employment Contract 
(State probationary period) 
Code of working practices 
Code of conduct 
Job description 
Induction manual 
• Control behaviour standard 
• Define and control work 
standards 
• Recognise special 
requirements 
• Counsel about work 
performance 
• Counsel about misconduct 
• Adapt management style 
 To reduce conflict 
• Be alert for potential conflict 
 
• Set targets & quality measures 
• Train in skills development 
• Resolve differences ASAP 
• Have some training in 
 conflict management 
• Be ethical at all times 
• Apply due diligence 
• Inform people of their rights 
• Inform workers of your 
 Requirements 
• Be substantively and 
 Procedurally fair at all times 
• Give written warnings  
 
DURING EMPLOYMENT 
Regularly 
Review, evaluate & amend 
Employee contracts 
MINOR TO MEDIUM INFRACTIONS 
(Misconduct or Poor Work Performance) 
VERBAL / WRITTEN WARNINGS 
 
Know what would be expected of you 
If the case went to the CCMA should 
The employee claim unfair dismissal. 
MAJOR INFRACTIONS 
(Fighting, Sabotage, Subtance abuse, Theft) 
DISCIPLINARY HEARING 
(Must be procedurally and substantively fair at all times)
CAN LEAD TO DISMISSAL 
Be well prepared when dealing with 
CCMA cases. 
Produce documented proof of  
procedures and steps taken. 
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Figure 5.1: The employee management model was developed by the 
researcher to be used as a basic guide for the management of employee 
relations in small to medium size businesses, with specific application to the 
avoidance, prevention and management of conflict. The model is based on a 
Chart that shows easy to follow steps from inception of employment to 
dismissal and possible referral to the CCMA.  
 
At inception of employment various requirements are necessary to ensure that 
the employee/employer relationship is valid, these include: 
1 Mutual consensus to the relationship; 
2 Capacity to work for remuneration/ability to pay remuneration; 
3 Duties must be physically possible to perform; 
4 Duties must be legal. 
(Adapted from Levy, no date). 
 
Failure to perform or maintain duties constitutes a breach of contract. 
The duties of the incumbent when they enter employment are: 
5 To remain in service; 
6 Maintain reasonable efficiency and work performance; 
7 Further employer’s business; 
8 Obey employer’s instructions; and 
9 Refrain from misconduct. 
(Adapted from Levy, no date). 
 
Instituting disciplinary action is never pleasant. How much worse if the 
company ends up facing legal action from an employee that claims to have 
been wronged (Sunday Times: Labour Matters. 27 June 2004). The process of 
dismissal has been made just as important as the reason to dismiss (Sunday 
Times: Labour Matters. 3 September 2006). 
 
Companies must ensure that their disciplinary codes and procedures are up to 
date with changing trends and standards of fairness. Companies should also 
understand the implications if these procedures amount to an agreement with 
employees. Companies cannot unilaterally substitute a different procedure, 
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after undertaking to follow a specific route - through a code incorporated into 
the employment contract – before it terminates employment (Sunday Times: 
Labour Matters. 27 June 2004). 
 
A company cannot amend the provision of an agreed disciplinary procedure at 
its discretion. Such a change would amount to breach of the employment 
contract and could be challenged by employees (Sunday Times: Labour 
Matters. 27 June 2004). So it is best to have company policies and practices 
carefully thought out and put in writing so that there is no doubt about what is 
expected from a new incumbent. 
 
When the employment relationship has been established, documented 
formalities will prevent future misunderstandings. Set the precedent and set 
basic legalities in writing to minimise future conflict. Some of the forms that are 
worth utilizing include an employment contract, a code of good practice, a 
code of conduct, a job description and an induction manual. These will be 
discussed briefly. 
 
5.1  EMPLOYMENT CONTRACT 
The employment contract, (Annexure V, compiled by the author) reduces the 
employee/employer relationship to writing in order to formalize the mutual 
agreement to form and continue the relationship with the mutual consent of 
both parties. The employment contract can be a standard form that is adapted 
to each specific relationship and should always include a probationary period. 
Some standard information will need to be completed manually, such as the 
name and ID number of the employee and the start date and duration of the 
agreement. 
 
Information that incorporates some of the regulation of the BCEA, such as the 
various types of leave entitlement, and other information that fits with the 
dynamics of the company or position held, such as the basic job description, 
place of work, probationary period, remuneration, expected hours of work, 
overtime work, and other criteria that is specific to the relationship, should be 
included.  
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5.2  CODE OF GOOD PRACTICE 
One of the most effective ways of managing the workplace is through the 
implementation of a code of good practice (Annexure VI, compiled by the 
author). A Code of Good Practice is developed specifically for the business it 
addresses, but impacts on the employee, the employer, the trade unions and 
the surrounding community (Levy, No date). 
 
Aspects such as eliminating unfair discrimination and promoting a non-
discriminatory workplace are dealt with, as well as promoting appropriate and 
effective ways of managing the workplace by creating a balance between 
rights and responsibilities. It also addresses issues of social upliftment and 
development of the community (Levy, No date). 
 
The Code of Good Practice contains no special provision in respect of fixed 
term contracts and general provisions regarding the fairness of dismissals are 
applicable (Levy, No date). 
 
The Code’s primary objective is to set out guidelines for employers and trade 
unions to implement so as to ensure that individuals are not unfairly 
discriminated against in the workplace by creating a non-discriminatory work 
environment and providing equitable employee benefits, dealing with 
dismissals and managing grievance procedures (Levy, No date). 
 
In addition, the Code of Good Practice sets out the basic principles for 
dismissals based on misconduct or incapacity, and is largely reflective of a 
positive law. 
 
One should always bear the key principles in mind, which are: 
1. The Code is general in nature, and departures from the norms may be 
justified in appropriate circumstances. 
2. The Code is not intended to replace collective agreements, therefore 
disciplinary codes take preference over the guidelines of the Code of 
Good Practice. 
3. The Code states that employees and employers should treat each other 
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with mutual respect. While employees should be protected from 
arbitrary action, employers are entitled to satisfactory conduct and work 
performance from their employees. 
 
The Code’s secondary objective is to provide guidelines for employers, 
employees and trade unions on how to manage HIV/AIDS in the workplace, 
since the epidemic impacts upon the workplace and individuals at a number of 
different levels. The Code should therefore include principles that will have an 
overall solution to take all these factors into account (Levy, No date). 
 
5.3  DISCIPLINARY CODE OF CONDUCT 
The Disciplinary Code of Conduct, (Annexure VII, compiled by the author) 
specifies various types of misconduct and poor work performance and the 
standard measures for dealing with each. For minor infractions, such as tardy 
timekeeping, there would be the standard consequence of three written 
warnings in one year. For medium infractions, such as absence without 
permission, the standard consequence would be two written warnings in one 
year. For major infractions, such as assault or theft, the consequences will be 
summary dismissal after an enquiry. These consequences would be relevant 
to all employees, irrespective of job title, in order to be procedurally and 
substantively fair (Author). 
 
5.4  JOB DESCRIPTION 
A good job description (Annexure VIII, compiled by the author) is the 
cornerstone of any employment decision. Sadly, many managers fail to spend 
time on this task because they do not understand the value of a correctly 
compiled job description. Job descriptions should accurately describe the 
duties and responsibilities of a position and is crucial in hiring the right person. 
If both the employer and the employee clearly understand what is expected 
one avoids many complaints, legal issues and unhappiness that can result 
from uncertainty (Pauw, 2006). 
 
The recruiter or employer starts drawing up a job description by doing a 
thorough analysis of the requirements, tasks and sequences of tasks 
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necessary to perform the job. Once the information is collected the job analysis 
is drawn up and agreed to by both the employer and the employee (Pauw, 
2006). 
 
When a thorough job analysis is completed the information is used to draw up 
a job description that should include; 
1 Duties and responsibilities; 
2 Knowledge, skills and abilities; 
3 Credentials and experience 
4 Special requirements 
(Adapted from Pauw, 2006). 
 
5.5  INDUCTION MANUAL 
An Induction Manual (Annexure IX, compiled by the author) is the written 
means of imparting information to the prospective employee in the 
familiarisation of various aspects of company policies and work programmes. 
Local induction is specific to the local workplace and needs to include all 
relevant safety information. A nominated staff member, who will discuss 
information about processes and activities regarding the work area as well as 
health and safety, will normally carry out the induction. 
 
Managers of a workplace have an obligation to protect the health and safety of 
workers and others by ensuring that they are not exposed to risks to their 
health and safety arising from their employment, and that they have enough 
information, training and supervision to stay safe. 
 
In addition to welcoming new staff members and providing them with the 
knowledge of their role in the workplace, induction sets up communication 
channels and expectations. Ideally the induction should begin on the first day 
of the staff member’s employment with the health and safety component being 
completed as soon as possible. 
 
Consideration should be given as to how to communicate and check 
understanding for staff that do not speak English. Using graphic material to 
 123  
convey the message is very effective. Use a checklist that is specific to the 
work area and ensure that all points are covered. All information should be 
imparted within the first month of employment and understanding checked 
within three months. Casual and part-time positions should be scaled and 
prioritised proportionately (SA Labour News, No date). 
 
5.6  RE-EVALUATION OF EMPLOYMENT CONTRACTS 
It is recommended that employment contracts be reviewed, evaluated and 
amended regularly or at least every second year. Many things happen in the 
space of a year and in order to maintain a good understanding and continued 
knowledge of what is expected it is a good practice to take time to maintain 
employee contracts (Author). 
 
5.7  WARNINGS 
Written warnings form part of the procedural fairness of employee relations 
and discipline, and are given for various reasons such as misconduct and poor 
work performance. It is not strictly true that a hearing should be held when 
verbal or written warnings are issued, but it is safer to have a short, informal 
meeting with a witness present so that there is no doubt that the warning was 
issued procedurally correctly, and the witness can sign the written warning 
should the employee refuse to sign (Author). 
 
Although it remains the employer’s right to decide the period that warnings will 
be valid for, the general rule is that verbal warnings are valid for 3 months, 
written warnings are valid for 6 months and final written warnings are valid for 
12 months. An indefinite period is not permitted and there is no such thing as 
immediate dismissal (Jackson, 2006). 
 
The purpose of warnings is to advise employees of defective standards of 
performance or behaviour and is corrective in nature. It is common for an 
employer’s disciplinary code to include the usual hierarchy of verbal, written 
and final warnings, and that there be a period that a warning will remain in 
force.  Dismissal should be reserved for cases of serious misconduct or 
repeated offences (Sunday Times: Labour Matters. 14 May 2006). 
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5.8  DISMISSAL  
Dismissal means an employer has terminated a contract of service with or 
without notice, and every employee has the right not to be unfairly dismissed. 
Fair procedure must be followed and there must be a good or adequate reason 
for the dismissal  - sometimes called substantive fairness (Levy, no date: 
Chapter 3). 
 
A dismissal is fair if the reason for the dismissal is a fair reason; if it is related 
to the employee’s capacity; if it is based on the employer’s operational 
requirement not being met and if the dismissal was effected in accordance with 
fair procedure. The employer must act fairly in the way he carries out the 
dismissal and ensure that the act justified dismissal in the particular 
circumstances (Levy, no date: Chapter 3). 
 
A dismissal is automatically unfair if the employer acts contrary to the labour 
relations act’s prescriptions, or if the employee was dismissed because they 
participated or indicated intention to participate in a strike or protest action that 
complies with the provisions for such action, or the employee refused to do the 
work of anyone else that was taking part in a protest or strike, unless the work 
was necessary to prevent an actual danger to life (Levy, no date: Chapter 3). 
 
No employee may be dismissed unless the employer first follows fair 
procedure, and the dismissal is for a fair reason. The fair procedure includes 
informing the employee of their rights, affording the employee the opportunity 
to state their case, and to state why they feel they should not be dismissed 
(Jackson, 2006).  
 
When an employee believes that they have been unfairly dismissed or fair 
procedure was not followed in their dismissal, they have the right to approach 
the Council for Conciliation, Mediation and Arbitration (CCMA) for condonation 
in respect to the dispute. The aim is to ensure that all workers are treated fairly 
when dismissed. The vast majority of disputes declared by employees relate to 
allegations of unfair dismissal (Levy, no date: Chapter 3). 
 
 125  
5.9  COUNCIL FOR CONCILIATION, MEDIATION AND ARBITRATION 
In certain circumstances employees are entitled to be represented at 
disciplinary hearings by external people such as legal experts. Likewise, 
employers are also entitled to get external experts to chair disciplinary 
hearings (Israelstam, 2006). 
 
An external person is less susceptible to influence from the parties. An expert 
in labour law will have the experience and skill to run the hearing according to 
the very complex requirements and would be able to arrive at a fair decision 
without breaching the myriad of complex principles expected from the CCMA 
(Israelstam, 2006). 
 
The CCMA requires that the parties to a dispute must attend the conciliation in 
person, irrespective of whether they are represented. If a party fails to attend in 
person the commissioner may continue, adjourn or dismiss the matter by 
issuing a written ruling (Swanepoel, et al, 2003:833). 
 
At the CCMA the employer will be required to prove that it complied with legal 
procedure when dismissing the employee. The CCMA’s role is to determine 
what’s fair, not to play judge. There must be a rational connection between the 
information and the reasons given. Rational connection requires that there be 
an objective basis justifying the connection the commissioner makes between 
the material before him and the conclusions reached (Israelstam, 2006).  
 
Conciliation proceedings are private and confidential and are conducted on a 
basis of no prejudice. No person may refer to anything said at conciliation 
proceedings during any subsequent proceedings in the commission, or in any 
court, unless both parties agree in writing (Swanepoel, et al, 2003:834). 
 
The Supreme Court of Appeal (SCA)’s position is that a CCMA commissioner 
is not vested with discretion to impose a sanction in the case of workplace 
incapacity or misconduct; that discretion belongs in the first instance to the 
employer. A commissioner bears the duty to determine whether the employer’s 
sanction is fair (Sunday Times: Labour Matters. 19 November 2006). 
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5.10  CONCLUSION 
A basic employee management model was developed for managers and 
owners of small to medium sized businesses in order to make the burden of 
staff management a little lighter. The formulated Chart shows an easy to follow 
diagram that covers the process of the employee relationship step by step, 
from inception of employment to dismissal and possible referral to the CCMA.  
 
Some of the forms mentioned include an employment contract, a code of good 
practice, a code of conduct, a job description and an induction manual. These 
forms were discussed briefly and formulated forms are attached from 
Annexure V to Annexure X. 
 
Other pertinent factors of the employment relationship involves regular re-
evaluation and amendment of employment contracts, as well as managing 
discipline and conflict with warnings, dismissal and possible referrals to the 
CCMA by disgruntled employees that claim to have been unfairly dismissed. 
 
The aim of this chapter was to integrate the findings of the empirical study with 
the resultant employee management model to achieve a basic 
recommendation for effectively handling and controlling conflict and discipline, 
while adhering to the relevant labour legislation. 
 
The emphasis is placed on the model being elementary in order to make it as 
workable as possible, and has outlined some of the requirements in the 
various aspects of employee management. 
 
Chapter 6 follows with the overall conclusion and recommendations of this 
research paper. 
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CHAPTER 6 
 
CONCLUSION OF RESEARCH AND RECOMMENDATIONS 
 
6. INTRODUCTION 
The previous chapter discussed specific aspects of the employee relationship 
and the management of conflict and discipline in small to medium sized 
businesses.  
 
This chapter is the summation of this document and finalises the study by 
reviewing the various aspects covered in chapters 1 to 5 of this document with 
specific reference to managing the conflict and discipline in the workplace. 
 
6.1  CONCLUSION OF THE RESEARCH 
The significance of this research is accentuated by the fact that the 
government want to encourage the development of small businesses as it is 
constructive for the growth of a healthy economy, yet the rules and regulations 
that govern small businesses are so weighty that they become too complex for 
many owners or managers of small businesses to fully comply with.  
 
More often than not, managers of small to medium size businesses do not 
have sufficient knowledge of all the requirements, nor do they have the time, 
skills or infrastructure in place to contend with all the rules and regulations that 
govern labour relations, so as to deal with the labour-force fairly and effectively 
at all times. It is necessary to do research in order to obtain information that 
can help to educate owners and managers of small businesses in the 
knowledge of acceptable practices and legal requirements in employee 
relations. 
 
One of the many factors that influence the employment relationship is the legal 
aspect. Since the dawn of the new government in South Africa new policies 
have been instituted to address the inconsistencies of the past. 
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The research problem addressed in this study was to determine what effect 
current labour legislation has on small and medium enterprises (SME’s), in 
particular with regard to handling conflict and disciplinary procedures in the 
workplace.  
 
The main problem was accurately explained and expressed clearly and 
completely and sub-problems were identified from areas in the main problem 
that required detailed attention. The sub-problems are logical elements of the 
main problem and were researched on their own. 
 
The Main problem of how small businesses should handle employee relations 
to ensure the most effective conflict management was addressed in detail in 
Chapter 5. 
 
The first sub-problem was addressed in chapter 2 which encompassed a 
literature study of the principles for managing employee relations and conflict 
in the workplace  
 
The second sub-problem was addressed in chapter 3 which covered a 
literature study of the legal requirements for managing employee relations and 
conflict in the workplace 
 
The third sub-problem was addressed in chapter 5 which entailed a look at 
how the principles of managing employee relations and the legal requirements 
could be integrated into the best practices for managing employee relations 
and conflict in small to medium sized businesses and a basic employee 
management model was developed. 
 
The concepts of employee relations, conflict and resources used to implement 
legal requirements were defined. The policies and practices governing the 
relationship, interaction and interdependency - including conflict resolution – 
between a company’s top management and the rest of its employees was 
studied and the legal requirements pertaining to labour relations were defined. 
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The research was concentrated on the managers or owners of small to 
medium size businesses in the geographical area of George, a coastal city in 
the Western Cape of South Africa. 
 
It was assumed that employee relation practices regarding conflict and 
discipline were independent of size of organisation and operated in a similar 
way in all businesses. It was further assumed that management of employee 
relations and conflict in small businesses are similar to that of large 
businesses. 
 
A literature study was undertaken to ascertain what labour relations practices 
are recommended and/or enforced by law. The literature study included a look 
at the effect of conflict on the workforce, and the resultant cause and effect of 
the stress experienced as a result of conflict. 
 
The literature study was then used to develop an empirical study by means of 
questionnaires (Annexure I and III) that were developed to test the degree to 
which small to medium sized business managers complied with the law and 
application of the necessary regulations governing labour relations.  
 
The results of the empirical study showed a healthy adherence to labour 
legislation in general. The results indicated that the role-players, namely 
owners and managers of small to medium sized businesses had valid 
arguments both for and against the weight of the labour legislation imposed on 
small businesses.  
 
A basic employee management model (Figure 5.1) was formulated in order to 
have a one-page process to survey when ensuring that the correct procedures 
are followed. 
 
The aspects of the employee management model were expounded on in 
chapter 5 . 
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6.2  RECOMMENDATIONS 
Since 1994 when the newly elected government came into power many South 
African businesses have been affected by the introduction of new labour 
legislation which has led to a lot of frustration, particularly for small to medium 
sized enterprises (SMEs) which do not have the manpower to stay abreast of 
the current process of change. 
 
Managers must find ways to merge the various cultures and form a new 
company culture to dispel insecurities. The policies of the company must be 
spelled out. Management need to be up-front about major changes so that the 
workers can trust that they need not feel insecure.  
 
It is best to ensure that the time is taken to implement company procedures 
that address all the requirements of culture and gender. Even though this may 
be difficult, it is possible and will assist in achieving company goals. 
 
Skills and development training is an effective tool for helping the workforce 
achieve more self-confidence and self-respect, which benefits the company, as 
self-actualised people are driven by better motives for their actions, which 
include their behaviour patterns and productivity at work. It is therefore to the 
companies benefit to improve the skills and development of their labour force, 
even to the most humble of tasks performed. 
 
It is also beneficial for the company to uplift the employees by cultivating 
common sense, good work habits and self-reliance, which promotes and 
develops the ability to be more productive and efficient. Being empowered with 
knowledge and information can uplift employees.  
 
Good communication is the key to understanding perspectives across the 
cultural and gender barriers, it is also essential for achieving organisational 
goals, managing human resources, minimising misunderstandings and 
effectively dealing with conflict. 
 
Although the results of the survey indicated that the majority of the SME’s 
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abide by most of the relevant legislation, there are some enterprises that have 
not implemented the basic requirements and they will ultimately face serious 
problems should they need to retrench or dismiss any of their employees. 
Without a letter of contract of employment and records of particulars of 
employment and remuneration the businesses will in all probability lose any 
cases that might be referred to the CCMA. 
 
Those businesses that do not maintain a strict adherence to regulation run the 
risk of costly fines and penalties being imposed on them and they would do 
well to employ an independent consultant to “audit” and update employee 
records on a regular (perhaps 6 monthly) basis as the cost of labour disputes 
and government intervention far outweighs the cost of a professional ensuring 
that all the necessary paperwork is correct and in place. 
 
The type and structure of the business will determine whether outsourcing may 
be a solution to ensuring correct record keeping. This kind of independent 
consultation is working well in the field of health and safety, as well as the field 
of disciplinary hearings and is easily adaptable for the field of HR and 
employee relations in small to medium size businesses that do not have the 
time and sometimes the knowledge of how to deal with the labour-force in a 
substantively fair and procedurally correct manner. 
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ANNEXURE I: QUESTIONNAIRE 1 
To:  Owners/Managers     October 2006  
Small to Medium size Enterprises 
 
Return of Questionnaire needed A.S.A.P (By end October 2006, please) 
Fax : 044-8801100 or Mail: PO Box 248 George, 6530 or e-mail: 
bevwren@mweb.co.za 
The kind assistance of small to medium size enterprise (SME) owners and/or 
managers is needed for the completion of the attached questionnaire to aid me 
with the research required to complete a dissertation for a degree. 
 
STUDY OF CONFLICT HANDLING IN THE WORKPLACE (SME) FOR M.B.A. THESIS 
NELSON MANDELA METROPOLITAN UNIVERSITY – PORT ELIZABETH
 
This study is being conducted on Small to Medium Size Businesses and 
Enterprises in the George area of the Western Cape of South Africa. This 
study is based on the premise that small business managers find it more 
difficult to deal with conflict in the workplace under legislated requirements 
than corporations. The questionnaire has been designed to ascertain the 
manner in which SME managers handle conflict in the workplace.  
 
Business names have not been asked for the sake of confidentiality and 
please be assured that all answers will remain confidential even where 
company name is known. 
 
Instruction for completing this section of the questionnaire: 
Think of the most common type of conflict, disagreement or argument that 
occurs in your enterprise. Please score the degree to which you personally 
participate in conflict situations in your enterprise as accurately as possible.  
 
Simply write the corresponding number in the space provided at each question 
or tick the relevant number alongside the question. 
 
I wish to extend my sincere thanks for your valuable assistance.  
 
Bev Wren 
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QUESTIONNAIRE 1 
 
ANSWER ONLY - 1 = Never    2 = Rarely    3 = Sometimes    4 = Often    5 = Always 
  1. ____ __Do you believe in give and take with  
     your employee?    1 2 3 4 5 
  2. ____ Do you avoid open discussion of bad  
     performance in public?   1 2 3 4 5 
 3. ____ Do you have a specialist that deals with  
    conflict?     1 2 3 4 5 
  4. ____ Do you counsel your employees?   1 2 3 4 5 
  5. ____ Do you listen to your employees’ case?  1 2 3 4 5 
  6. ____ Do you try to correct instead of punish   
     poor performance?    1 2 3 4 5 
  7. ____ Do you implement induction and training? 1 2 3 4 5 
  8. ____ Do you have policies and practices for   
      handling conflict?    1 2 3 4 5 
  9. ____ Do you avoid being put on the spot by your   
     employee, in a hearing?   1 2 3 4 5 
10. ____ Do you use your influence to get your 
     ideas accepted?    1 2 3 4 5 
11. ____ Do you try to satisfy the other parties’  
     expectations?    1 2 3 4 5 
12. ____ Do you use your expertise to make a  
     decision that favours you?   1 2 3 4 5 
13. ____ Do you avoid disagreements with  
     employees?     1 2 3 4 5 
14. ____  Do you try to integrate your ideas to  
      reach a joint decision?   1 2 3 4 5 
15.  ____ Do you accommodate your employees’  
      ideas?     1 2 3 4 5 
16. ____  Do you try to find a middle course to 
     resolve a stalemate?    1 2 3 4 5 
17. ____  Do you give in to the other person’s  
      wishes?     1 2 3 4 5 
18. ____ Do you generally pursue your side of  
      an issue?     1 2 3 4 5 
19. ____ Do you negotiate with the employee to  
      reach a compromise?    1 2 3 4 5     
20. ____ Do you exchange information in order  
      to solve a problem together?   1 2 3 4 5 
21. ____ Do you try to avoid unpleasant exchanges? 1 2 3 4 5     
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22. ____ Do you use your power to be the victor in 
       a negotiation?    1 2 3 4 5 
23. ____ Do you bring all your concerns into the  
      open to resolve an issue?   1 2 3 4 5 
24. ____  Do you try to ‘split the difference’ in order  
      to resolve an issue?    1 2 3 4 5     
25. ____  Do you investigate an issue to find a  
      solution acceptable to both parties?  1 2 3 4 5 
26. ____  Do you do three written warnings before  
      dismissing an employee?   1 2 3 4 5     
27. ____ Do you give counselling  for poor work  
     performance?    1 2 3 4 5     
28. ____ Do you have disciplinary hearings before  
     releasing an employee?   1 2 3 4 5 
29. ____ Do you keep disagreements to yourself  
     to avoid hard feelings?   1 2 3 4 5 
30. ____ Do you handle the discipline/conflict in the  
     workplace yourself?   1 2 3 4 5 
 
 
 
ASSESSMENT DATA 
 
This section of the questionnaire concludes the research. 
 
1.a      What is the (one) most common conflict that your enterprise experiences? 
  
      …………………………………………………………………………………….  
       
Relating only to being at work or on the company premises 
Absence (WOL) Assault.    Dishonesty.  Damaging Company Property.   
Intimidation.   Negative influence of other workers.   Neglecting Safety Rules.  
Fighting  Possession of Dangerous Weapons.   Possession of Drugs or Alcohol.  
Instigation  Unauthorised Possession of Company Property.  Poor Work Performance. 
Insubordination Under the Influence of Drugs or Alcohol.  Refusal to work. 
Illegal Strikes  Unauthorised absence from work.   Using Abusive Language  
Sabotage  Damage to Company Property  Wage Negotiations 
Theft  Hygiene 
Other (Please Specify) …………………………………………………… 
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1.b     How is this conflict resolved in most cases? 
      ……………………………………………………………………………………… 
 
2.      What other conflicts are common in your enterprise? (Not more than two) 
      i)………………………………………………………………………………….…. 
      ii)……………………………………………………………………………………. 
 
3.     What is the (one) most common solution used for handling conflicts in your 
         enterprise? …………………………………………………………………………. 
     ……………………………………………………………………………….…….... 
 
DEMOGRAPHIC DATA 
 
This section of the questionnaire is for statistical purposes only. 
 
1. How many people does your business employ? ……………………………… 
2. What is your designation/job title? ………………………………….…………… 
3. What industry does your business operate in? (Mark the applicable number) 
  
__   1.  Agriculture, Forestry and Fishing    ___  18.  Media 
___   2.  Arts and Crafts     ___  19.  Mining 
___   3.  Automotive     ___  20.  Miscellaneous/Other 
___   4.  Building, Construction and Civil Engineering  ___  21. Oil and Gas 
___   5.  Chemicals     ___  22.  Packaging 
___   6.  Computers, IT and Communications  ___  23.  Professional Services 
___   7.  Development     ___  24.  Public Utilities 
___   8.  Electrical Power    ___  25.  Pulp and Paper 
___   9.  Engineering     ___  26.  Real Estate 
___ 10.  Equipment     ___  27.  Security 
___ 11.  Exchanges     ___  28.  Textiles and Clothing 
___ 12.  Exhibitions, Trade Shows and Conferences  ___  29.  Trading 
___ 13.  Financial Services    ___  30.  Transport and Storage 
___ 14.  Food, Beverages and Tobacco   ___  31.  Travel, Tourism and Recreation 
___ 15.  Health Services    ___  32.  Waste Management,   
___ 16.  Manufacturing      and Recycling 
__ 17.  Materials Handling     ___ 33.  Wholesale and Retail 
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ANNEXURE II: TABLE OF RESULTS OF QUESTIONNAIRE 1 
Questionnaire 1 Results Tables that were used for compilation of statistics. 
 
Bev Wren - MBA Thesis Research Questionnaire 1 - Results - October 2006 
No. of Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q 
Returns 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 
1 5 5 3 5 5 5 5 5 5 4 5 3 4 5 5 
2 5 5 1 4 5 5 3 5 5 5 5 3 2 5 5 
3 5 5 5 4 5 5 3 5 4 4 5 3 4 5 4 
4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
5 5 3 1 3 5 5 5 5 2 1 3 1 3 2 1 
6 5 4 1 4 4 4 4 3 3 3 3 3 2 4 4 
7 4 3 3 4 4 2 3 3 4 3 4 3 4 3 3 
8 4 5 3 2 5 5 4 5 2 2 3 3 3 5 4 
9 5 3 1 3 5 3 4 4 2 3 4 1 3 4 4 
10 5 4 5 5 5 5 5 5 4 4 5 4 2 5 5 
11 5 5 3 4 5 5 5 4 2 4 5 4 4 5 4 
12 4 2 5 2 4 4 3 5 5 4 3 2 3 3 4 
13 3 5 1 5 5 4 5 5 3 1 4 1 3 5 5 
14 4 5 1 4 4 4 5 5 4 4 3 3 2 4 3 
15 5 5 1 4 5 5 5 3 1 3 5 2 2 5 5 
16 4 5 1 4 4 4 5 5 5 3 4 3 4 5 4 
17 5 4 4 4 4 4 4 4 4 4 2 4 4 2 2 
18 4 1 4 2 5 5 4 4 3 3 4 3 4 4 4 
19 4 5 4 3 5 5 2 2 2 3 4 3 4 4 4 
                
 
                
Bev Wren - MBA Thesis Research Questionnaire 1 - Results - October 2006 
No. of Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q 
Returns 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 
1 5 3 3 5 5 5 3 5 4 5 5 5 5 3 5 
2 4 4 5 5 5 5 2 5 4 5 3 5 5 4 5 
3 5 4 3 4 4 5 3 3 3 5 5 3 5 3 3 
4 5 4 2 5 5 5 2 5 4 5 5 5 5 2 5 
5 3 3 4 5 5 3 1 5 3 5 5 5 5 1 1 
6 4 3 3 4 4 5 3 4 3 4 2 4 3 3 4 
7 4 3 4 3 4 4 2 3 3 4 4 4 4 3 3 
8 3 3 4 5 5 5 2 5 4 4 5 4 4 2 3 
9 3 3 2 4 4 3 2 5 2 3 5 3 5 3 4 
10 5 2 3 4 5 5 1 5 3 4 5 5 5 3 5 
11 4 4 4 4 4 5 2 5 4 4 4 4 4 5 4 
12 3 2 3 4 4 4 2 4 3 5 3 3 5 2 3 
13 4 3 2 4 5 5 1 4 3 4 5 5 5 2 3 
14 2 3 4 3 4 5 2 4 2 4 5 4 5 2 5 
15 5 3 4 4 5 5 1 5 3 5 5 5 5 2 4 
16 4 3 3 4 4 4 2 3 4 5 5 5 5 4 5 
17 5 4 5 5 4 4 4 4 5 4 4 5 4 4 4 
18 3 3 3 4 4 4 2 5 3 5 4 3 5 2 3 
19 4 2 3 4 4 3 2 4 4 4 5 4 5 3 4 
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  Assessment data 
  
No. of Most common conflict Resolution 
Returns 1.a 1.b 
1 Poor work performance Counselling 
2 Poor work performance Communicate 
3 Theft Meeting 
4 Dishonest Fight it through 
5 Attitude towards peers and work environment Counselling try to find solutions 
6 Poor work performance Discussion, explaining customer needs and trends 
7 Differences employees and employers and peers Try to accommodate their needs, or try a different area 
8 Negative influence of other workers Changing perceptions 
9 Poor work performance Meeting or warning 
10 Poor work performance Performance Counselling 
11 Envy(Salaries/Promotions) Voluntary resignation 
12 Poor work performance Employ others 
13 Under the influence of drugs/alcohol written warnings 
14 Absent without leave Disciplinary process 
15 Neglecting Safety Rules Discussing consequences 
16 Theft & alcohol abuse Warnings and Disciplinary hearings 
17 Absent without leave Warnings  
18 Quality of work Discussion & training 
19 Not meeting production/quality targets Train, warn, discipline 
 
 
 
 
No. of Other Conflict 1 Other conflict 2 Most common resolution of conflict 
Returns 2.a 2.b 3 
1 None None Motivational Talk in Private 
2 Incorrect use of company property Personal Hygiene Communication 
3 Fighting Poor work performance Hearing 
4 Interference in deals Under-pricing other agents quotes Get all parties involved and talk it through 
5 Unauthorised telephone use Discrimination Give Warnings 
6 Salary Overtime Pay Discussion 
7 Absence Under influence of alcohol Discussion between employer and employee 
8 Personality clashes Gossip Get it out in the open with honesty 
9 Instigation Theft Discussion 
10 Listening to Gossip Misunderstanding communication Open, non-threatening, communication 
11 dishonesty/theft confidentiality (Information) Open discussion. Reaching compromise 
12 Theft Absence Explaining the correct way 
13 Absence Poor work performance Open discussion of the problem 
14 Under influence of alcohol Dishonesty Consistent application of Disciplinary process 
15 Poor work performance Bad Attitude Discussion 
16 Disharmony between worker Stealing time Discuss problems, appeal to improve 
17 Theft Wage negotiations Meetings 
18 Confidentiality None None 
19 Remuneration Tardy time-keeping Warnings 
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  Demographic Data      
No. of No. of Employees Responder's Designation Industry   
Returns 1 2 3   
1 14 Owner 15   
2 1 Owner 31   
3 12 Owner 14   
4 7 Principal 26   
5 4 Manager 33 79 Branches 
6 5 Owner/MD 2   
7 20 Co-owner 1   
8 50 Snr. Financial Advisor 13   
9 30 Owner 4   
10 80 HR Manager 34 Motor Retail 
11 5 Partner/Manager 13   
12 50 M D 9   
13 3 Owner 10   
14 18 Manager 20 Retail fuel 
15 12 CEO 20 Flight Training 
16 20 CEO 33   
17 35 Director 4   
18 50 Director 23   
19 75 Owner 16   
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ANNEXURE III: QUESTIONNAIRE 2 
NB: The same covering letter was sent out with Questionnaire 2 as with Questionnaire 1 
(Annexure I) and is not repeated on this Annexure. 
 
Questionnaire 2 
_______________________________________________________________ 
A. AT COMMENCEMENT OF EMPLOYMENT 
Do you know the legal requirement of an employee/employer relationship? Y / N 
Do you use the structures of regulation in your company?    Y / N 
Do you implement induction and training?     Y / N 
Do all new employees get issued with written documents of?  
Code of Conduct;       Y / N 
Employment Contract;       Y / N 
Induction Manual;       Y / N 
Job Description;        Y / N 
Standards for Working Practices.     Y / N  
How regularly do you evaluate/amend employment contracts? ……………….……………. 
 
B. WHILE EMPLOYED 
Has your company set the behaviour standard that is required?   Y / N 
Do your workers know what the behaviour standards are for the company? Y / N 
Do your workers achieve the defined standards of work?    Y / N 
Do your workers know when there are special requirements?   Y / N 
Do you counsel your workers about poor work performance.   Y / N 
Do you counsel your workers about misconduct?     Y / N 
Does your management style create conflict?     Y / N 
Can you recognise potential conflict?      Y / N 
Do you know how to recognise conflict?      Y / N  
Do you believe that some conflict is necessary?     Y / N 
Do you know where the limit is in causing conflict?    Y / N 
Is all conflict in the workplace negative?      Y / N 
Do you confront employees who work contrary to procedures?   Y / N 
Do your employees confront you on moral issues?    Y / N 
Do your employees perceive you to be fair?     Y / N 
How often do you have an open discussion on poor work performance.     1 / 2 / 3 / 4 / 5 
(1 = Never    2 = Rarely    3 = Sometimes    4 = Often    5 = Always) 
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C. DURING EMPLOYMENT 
What is the most common/highest frequency problem that you experience with your 
workforce?……………………………………………………………………………………………. 
Does this constitute Misconduct, Poor work performance or Neither.         M / P / N 
If your workers don’t achieve company goals, what do you do about it.  …….……………….. 
….…………………………………………………………………………………………….………… 
What is the feedback you get from your employees regarding your management style.  
…………………………………………………………………………………………….……………. 
How do you avoid conflict in your workplace. ……………………………………….…………….. 
………………………………………………………………………..…………………….…….…….. 
How does your company deal with potential conflict in the workplace. .………………..………. 
…..…………………………………………………………………………………………….…….….. 
How does your company manage the conflict in the workplace. …………..……….…………… 
………………………………………………………………………………………………....……….. 
What is the highest frequency of events that lead to disciplinary hearings. ……………….…… 
………………………………………………………………………………………….. 
 
D. DISCIPLINARY PROCEDURES 
1. Have you ever attended a seminar dealing with handling conflict. Y / N 
2. Do you have formal training in dealing with conflict. Y / N 
3. Do you follow fair procedure in dealing with disciplinary hearings. Y / N 
4. Do you make sure employees know their rights in disciplinary procedures. Y / N 
5. Do employees receive written notice of disciplinary hearings. Y / N 
6. Does the notice of a hearing include a list of employees rights. Y / N 
7. Are disciplinary hearings held in a substantively fair manner. Y / N 
8. Do you hold a disciplinary hearing before dismissing an employee. Y / N 
 
E. DISMISSAL 
1. Do you know the procedures for dealing with the CCMA. Y / N 
2. Do you have a system in place to deal with CCMA hearings. Y / N 
3. How many CCMA cases has you company dealt with in the past 12 months. .…………… 
 How well prepared are you to deal with CCMA cases. ……………………… 
Do you deal with some CCMA cases yourself. .……………………………………………… 
How often do you employ a specialist to deal with difficult cases.  1 / 2 / 3 / 4 / 5 
      (1 = Never    2 = Rarely    3 = Sometimes    4 = Often    5 = Always)         _____________                                         
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ASSESSMENT DATA 
 
This section of the questionnaire concludes the research. 
 
1.a What is the (one) most common/highest occurrence of conflict that your enterprise 
experiences?      
……………………………………………………………………………………. ….       
1.b      How is this conflict resolved in most cases?…..…………………………………. 
 
2.  What other conflicts are common in your enterprise? (Not more than two) 
      i)……………………………………………………………………………………. 
      ii)……………………………………………………………………………………. 
 
3. What is the (one) most common solution used for handling conflicts in your 
          enterprise? …………………………………………………………………………. 
   ……………………………………………………………………………………….. 
 
DEMOGRAPHIC DATA 
This section of the questionnaire is for statistical purposes only. 
 
How many people does your business employ? ……………………………… 
What is your designation/job title? …………………………………………… 
What is your gender?              M/F 
What industry does your business operate in? (Mark the applicable number) 
  
__   1.  Agriculture, Forestry and Fishing    ___  18.  Media 
___   2.  Arts and Crafts     ___  19.  Mining 
___   3.  Automotive     ___  20.  Miscellaneous/Other 
___   4.  Building, Construction and Civil Engineering  ___  21. Oil and Gas 
___   5.  Chemicals     ___  22.  Packaging 
___   6.  Computers, IT and Communications   ___  23.  Professional Services 
___   7.  Development     ___  24.  Public Utilities 
___   8.  Electrical Power     ___  25.  Pulp and Paper 
___   9.  Engineering     ___  26.  Real Estate 
___ 10.  Equipment     ___  27.  Security 
___ 11.  Exchanges     ___  28.  Textiles and Clothing 
___ 12.  Exhibitions, Trade Shows and Conferences  ___  29.  Trading 
___ 13.  Financial Services    ___  30.  Transport and Storage 
___ 14.  Food, Beverages and Tobacco   ___  31.  Tourism and Recreation 
___ 15.  Health Services     ___  32.  Waste Management,   
___ 16.  Manufacturing      and Recycling 
__ 17.  Materials Handling     ___  33.  Wholesale and Retail 
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ANNEXURE IV: TABLE OF RESULTS OF QUESTIONNAIRE 2 
Questionnaire 2: Results Tables that were used for compilation of statistics 
 
  
Research Questionnaire2 Results - MBA Thesis - 
October 2006 
  At commencement of Employment   
No of Q Q Q Q Q Q Q Q Regular 
Results 1 2 3 4.i 4.ii 4.iii 4.iv 4.v Evaluation 
1 0 0 1 0 0 0 0 0 Never/Casuals 
2 0 1 1 1 1 1 1 1 Quarterly 
3 1 1 1 0 1 0 1 1 Annually 
4 0 0 0 0 0 0 0 0 Never/Casuals 
5 1 1 1 1 1 0 1 1 Annually 
6 1 1 0 0 1 0 1 1 Annually 
7 1 1 1 1 1 0 1 1 Annually 
8 1 1 1 0 1 0 1 0 Annually 
9 1 1 1 1 1 1 1 1 Seldom 
10 1 1 1 1 1 0 1 1 Seldom 
11 1 1 0 0 1 0 0 0 Annually 
12 1 1 1 1 1 0 0 0 Never 
13 1 1 1 1 1 0 1 0 Quarterly 
14 1 1 1 1 1 1 1 1 Annually 
15 1 1 1 1 1 0 0 0 Annually 
16 1 1 1 0 1 0 1 0 Seldom 
17 1 1 1 1 0 0 1 1 Never 
18 1 1 1 0 0 0 0 0 Never 
19 0 0 1 0 0 0 1 0 Never 
20 1 1 0 1 1 0 1 0 Annually 
21 1 1 1 0 1 0 1 0 Annually 
22 1 1 0 1 1 0 1 1 Seldom 
23 1 0 1 0 1 0 1 1 Annually 
24 1 0 1 0 1 0 0 0 Annually 
25 1 1 1 0 1 0 0 0 Never 
26 1 1 1 1 1 0 1 1 Annually 
27 1 1 1 0 1 0 1 1 Seldom 
28 1 1 1 1 1 0 0 0 every 2 years 
29 1 0 1 1 1 0 1 0 Never 
30 0 1 1 0 1 0 0 0 Never 
31 1 1 1 0 1 0 1 1 Annually 
32 1 1 1 1 1 1 1 1 Monthly 
33 1 1 0 1 0 0 1 1 Never 
34 1 1 1 0 0 0 0 0 Seldom 
36 0 1 1 1 1 1 1 0 Never 
37 1 1 1 1 1 1 1 1 every 2 years 
38 1 0 0 1 1 0 0 0 every 2 years 
39 1 1 0 0 1 0 1 0 Never 
40 1 1 1 1 1 0 1 0 Seldom 
41 1 1 1 1 1 0 1 1 Bi-annually 
42 1 1 1 1 1 0 1 1 Annually 
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  While Employed                     PWP 
No of                 
Results 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 Talk 
1 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 5 
2 1 1 0 1 1 1 1 1 1 1 1 0 1 1 1 2 
3 1 1 1 1 1 1 0 1 1 1 1 0 1 0 1 4 
4 0 0 1 1 1 1 0 1 1 1 1 0 1 0 1 1 
5 1 1 1 1 1 1 0 1 1 0 1 1 1 1 1 4 
6 1 1 1 1 1 1 1 1 1 1 1 0 1 1 1 3 
7 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 3 
8 1 1 1 1 1 1 0 1 1 1 0 1 0 0 1 2 
9 1 1 1 1 1 1 0 1 1 1 1 0 1 0 1 5 
10 1 0 0 1 1 0 1 1 0 0 1 1 1 0 1 3 
11 1 1 1 1 0 0 0 0 0 0 0 0 1 0 1 3 
12 1 1 1 1 1 1 0 1 1 1 0 0 1 0 1 3 
13 1 1 0 1 1 1 1 1 1 1 1 0 1 1 1 4 
14 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 4 
15 1 1 0 1 1 1 1 1 1 1 1 0 1 1 1 5 
16 1 1 1 1 1 1 0 1 1 1 1 0 0 1 1 3 
17 1 1 1 1 1 1 1 0 1 1 1 0 1 1 1 3 
18 0 1 0 1 1 1 0 0 1 1 1 0 1 1 1 4 
19 1 1 0 1 1 1 1 1 1 1 0 0 1 1 1 2 
20 1 1 1 1 1 1 0 1 1 1 0 0 1 1 1 4 
21 1 1 0 1 1 1 0 1 1 1 1 0 1 0 1 4 
22 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 3 
23 0 1 1 1 1 1 0 1 1 1 1 0 1 0 1 3 
24 1 1 1 1 1 1 0 1 1 0 1 1 1 0 1 4 
25 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 3 
26 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 4 
27 1 1 1 1 1 1 1 1 1 1 1 0 1 1 1 3 
28 1 1 1 1 1 1 0 1 1 1 1 0 1 0 1 3 
29 1 1 1 1 1 1 0 1 1 0 0 0 1 1 1 2 
30 0 0 1 0 0 0 1 1 1 0 1 1 1 0 1 2 
31 1 1 1 1 1 1 1 1 1 0 0 0 1 1 1 2 
32 1 1 1 1 1 1 1 1 1 1 1 0 1 1 1 4 
33 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 4 
34 1 1 0 1 1 1 0 1 1 0 1 0 1 0 1 3 
36 1 1 0 1 0 1 0 1 1 1 1 0 1 1 1 3 
37 1 1 0 0 1 1 0 1 1 1 1 0 1 0 1 3 
38 1 1 0 1 1 1 0 1 1 1 0 0 1 0 1 4 
39 1 1 1 1 1 1 0 1 1 0 1 1 1 0 1 1 
40 1 1 1 1 1 1 0 1 1 1 0 0 1 0 1 3 
41 1 1 1 1 1 1 1 1 1 1 1 0 1 0 1 4 
42 1 1 1 1 1 1 0 1 1 1 1 0 1 1 1 4 
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  During Employment     Perception 
No of Most common conflict  Resolution of management 
Results 1 2 3 4 
1 Miscommunication N Discipline Positive 
2 Time Management P Discuss goal achievement Effective 
3 Personality Clash N Verbal/written Reprimand Good 
4 Drunk on duty M Communication None 
5 Family Responsibility N Counselling Fair 
6 PWP P Communication Positive 
7 Inaccurate Figures P Corrective Training Open Door 
8 Inaccuracy P Discussion Positive 
9 Teamwork P Counselling Fair 
10 Lack of responsibility P 3 recorded counselling sessions Constructive 
11 Alcohol M Warnings Positive & Negative 
12 Attendance M Discuss requirements none 
13 Alcohol & Drugs M Bonus system induces performance Strict 
14 PWP P Counselling or Hearing Strict but fair 
15 Loyalty P Lower the company goals Complain too much 
16 AWOL M Counselling   Decent & fair 
17 AWOL M Investigate Problem None 
18 AWOL M Add Additional Labour None 
19 Low Productivity P Try to motivate Fair 
20 Low Education level P Production bonuses Know where they stand 
21 Mistakes in manufacturing P Council, Train, Discipline Positive 
22 Poor performance P Motivation & Incentives Strict but fair 
23 Late arrival Mondays M No bonus None 
24 Misunderstandings M Penalise bonus Positive feedback 
25 Late for work M Meeting/discussion Positive 
26 Personality clashes N Counsel/Discipline Fair 
27 Late for work M Discuss/Discipline None 
28 Mistakes  P Enquiry & instructions Good/Fair 
29 Bickering N Talk to the parties Fair 
30 Mismanagement N Contract workers not re-employed No feedback 
31 Absenteeism M 3 warnings - gone No problem 
32 Absence M Discuss Difficulties Positive 
33 Not adhering to instructions M Set record straight immediately Very strict but fair 
34 Absenteeism M No co. goals None 
36 Racial conflict N Performance standards revised Good 
37 Absenteeism M Retrain Consistent, lead by example 
38 Failure to meet targets P Counsel, warn, train, discipline None 
39 AWOL M Minimal Increases & bonuses None 
40 Talking N Discuss problem, encourage solution Good 
41 Lack of motivation N Discuss and rectify Fair 
42 Absenteeism M Motivate to do better No problems 
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  How do you avoid How do you avoid Most common way to Most common reason 
No of Conflict Potential Conflict Manage Conflict for disciplinary hearings 
Results 5 6 7 8 
1 Communication Proactive measures Strict discipline Disobedience 
2 Discuss/resolve None None PWP 
3 Regular Meetings Meetings Consultation Insubordination 
4 Discuss/resolve Sort problem out Communication Drunkenness 
5 Fairness Preventative Measures Open Discussion Dishonesty 
6 Clear Expectations Confrontation Open discussion None 
7 Fairness Corrective Action Consultation PWP 
8 Quarterly meetings Meetings Meetings PWP 
9 Confrontation Discussions Discipline Non Performance 
10 Address issue head-on Intervention Counselling sessions PWP/AWOL 
11 Communication Written communication Disciplinary Hearings Theft 
12 don't disciplinary code Discussion/warning PWP 
13 Manage it Discussions Communication Misconduct 
14 Counselling Take action ASAP Conflict handling procedures PWP 
15  supervisor to sort out Training Report Back PWP 
16 Take action ASAP Try defuse potential problem Open Discussion Alcohol Abuse 
17 Discussion Investigate Problem Hearing Drunk Driving 
18 Listen to their problem Remove the instigator Call in, Talk Listen to Reasons Theft 
19 Handle immediately Talk about problem Spell out Co. policy Drinking/stealing 
20 Pro-active goal setting Discussion/Discipline Open door policy Dishonesty 
21 Open discussion Fair Management Address problem ASAP Poor attendance 
22 No favourites. = treatment Meeting & discussion Disciplinary process AWOL 
23 Governance Discuss/Sort out Meetings AWOL & drinking 
24 Communication Discussion Defuse & discuss Dishonesty & PWP 
25 Recognise & solve Facing the problem Good communication Timekeeping 
26 Define boundaries Defuse ASAP Counselling & Discipline Absenteeism 
27 Discuss if necessary Discussion In not improved - Discipline PWP 
28 Keep 'on top' of things Tackle problem head-on Identify problems and solutions Mismanagement of money 
29 Communication Discuss Communicate None 
30 None None None Misconduct 
31 Discussion Don't have any None Absenteeism 
32 Open door mgt Regular meetings Strict. Warnings/Hearings Absenteeism 
33 Talking to guilty party Discussion Stern Warning or letter   
34 Communication knowledge of expectations Discussion  Absenteeism 
36 Good relations Personal Interviews Programmes None 
37 Keeping staff informed Find root of problem Through line management AWOL, Theft 
38 Resolve ASAP Avoid more Listen to all views Discussions PWP 
39 Correct Immediately Warnings Warnings Alcohol Abuse 
40 Employ quality people Identify, discuss prevention Direct discussions Dishonesty 
41 Discuss & defuse Disciplinary procedures Disciplinary procedures Poor Performance 
42 Rules & Discipline Communication Communication None 
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  Assessment data   
No of Most common conflict Resolution 
Results 1.a 1.b 
1 Disobedience communication 
2 Commission splits Checking reports 
3 Personality clashes consultation 
4 Drunkenness Sent home 
5 Personal differences Counselling 
6 Performance Counselling 
7 PWP Counselling 
8 Employee problems Quarterly meetings 
9 Team Clashes Counselling 
10 Lack of respect Counselling 
11 Theft Hearing/ dismissal 
12 PWP Discussions 
13 Competitiveness Called in-talk 
14 PWP Formal Hearing 
15 AWOL Written warnings 
16 AWOL Verbal & written warning 
17 AWOL Disciplinary Hearing 
18 AWOL Warnings 
19 PWP Motivational talks 
20 Lack of Communication Written communication 
21 Friction between employees Discuss/Discipline 
22 PWP Discussion & warnings 
23 AWOL Loose bonus/warning 
24 Verbal abuse Defuse, Communicate, Discipline 
25 Timekeeping Discussion & written warning 
26 Unresolved issues causing conflict Counselling 
27 AWOL Disciplinary procedures 
28 Misunderstandings Written queries 
29 Bickering & Gossip Ignore & Forget 
30 Personality clashes Discussions 
31 None n/a 
32 Assault Final Warning/dismissal 
33 Superiority Conflict Warning  
34 Miscommunication between staff discuss problem & solution 
36 Drunk on premises Sent away for counselling 
37 Insubordination Disciplinary Hearing 
38 PWP Training, warning, discipline 
39 AWOL Warnings & Penalties (No Pay) 
40 Poor Performance Correct or leave 
41 Miscommunication Both parties - fair deal 
42 Absenteeism No work No pay 
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No of Other Conflict Other conflict Most common resolution 
Results 2.i 2.ii 3 
1 Unsober habits None Spiritual upliftment and communication 
2 No paperwork None Commission and negotiations 
3 None None Consultation 
4 Instigation None Discussion 
5 Relationships None Conflict handling ethics 
6 Misconduct Incapacity Communication 
7 None None Communication 
8 None None Meetings 
9 Deadlines not met Racism Allegations Disciplinary procedures 
10 Undeserved seniority Shirking responsibility Recorded counselling sessions 
11 Alcohol abuse Absenteeism Communication 
12 Poor Attendance Fighting Disciplinary warning 
13 Alcohol & dagga abuse Horse-play Discipline 
14 AWOL Alcohol abuse Written warnings 
15 Negligence Alcohol abuse Warnings 
16 Theft Alcohol abuse Talk, counsel, reprimand 
17 Drinking Theft Hearings 
18 Theft None Talk and plead 
19 Drinking Theft Final Warnings/Lay charge 4 theft 
20 Education levels Infrastructure Attack the problem - not the person 
21 Attendance Product quality Awareness of importance 
22 Absent Late for work Discussion 
23 Drinking Pick up Passengers Talk/Warn 
24 None None Communication 
25 AWOL Bad Behaviour Resolve or discipline 
26 PWP AWOL Disciplinary Action 
27 Drive Too fast Detour Disciplinary hearing 
28 Stock control PWP Written warnings 
29 None None Communication 
30 Mismanagement Unfair Labour Practices Discussion 
31 None None Discussion 
32 Theft Misuse of phones Weekly Hearings 
33 Overtime work Not paying attention Warnings 
34 Middle mgt not respected None Communication 
36 Racial  None Discipline 
37 Alcohol abuse Fighting Counselling 
38 Remuneration Tardy time-keeping Warnings 
39 Abuse of telephones Repeating Instructions Warnings & Penalties 
40 None None Discussion 
41 Communication: peers Communication to management Communication 
42 Minor drinking problems None Communication 
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  Demographic Data         
No of No. of Employees Responder's Designation Gender Industry   
Results 1 2 3 4   
1 12 Project leader M 1   
2 9 Manager M 26   
3 12 Franchise Principal F 26   
4 10 Owner F 20 Scrap handling 
5 34 Nursing Service Manager F 15   
6 7 Director F 23   
7 45 Branch Manager M 23   
8 9 Owner M 23   
9 40 National Manager F 7   
10 114 Procurement Manager M 16   
11 45 CEO M 32   
12 38 Owner M 3   
13 55 Owner/Manager M 4   
14 185 Production Manager M 16   
15 32 Dealer Principal M 3   
16 6 Owner/Manager M 16   
17 40 Owner/Manager M 4   
18 40 Owner/Manager F 4   
19 36 Owner/Manager M 3   
20 25 Owner/Manager M 4   
21 18 Owner/Manager M 16   
22 27 CEO F 16   
23 13 Owner/Manager M 1   
24 35 Owner/Manager M 16   
25 36 Manager M 27   
26 28 Divisional Director M 29   
27 140 Manager F 30   
28 8 Manager M 33   
29 25 Partner M 23   
30 35 Regional Manager F 20   
31 11 Member/Manager M 3   
32 150 Ops Manager M 27   
33 17 Owner/Manager M 30   
34 30 Owner/Manager M 4   
36 6 Manager M 20   
37 86 Superintendent M 25   
38 75 Owner M 16   
39 7 Member/Manager M 33   
40 55 Director M 23   
41 5 Manager M 13   
42 12 Owner/Manager M 3 panel beating 
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ANNEXURE V: EMPLOYMENT CONTRACT 
 
Company Name                             Registration No. 
P O Box  address, GEORGE, 6530                                                      TEL 044 88Number    FAX 044 88Number 
EMPLOYMENT CONTRACT 
Memorandum of agreement between  (Full Company Name) hereafter called the “EMPLOYER”  
 
And  ………………………………………………………………………….ID…………………….…………………………….. 
hereafter called the “EMPLOYEE” 
Subject to the following terms and conditions 
 
1. DURATION OF AGREEMENT: From  ..…………………………….  to ………………………………………………. 
The employee agrees that this time bound contract creates no expectation of further employment and that this 
goes to the core of this agreement. 
2. WORK DESCRIPTION 
 ……………………………………………………………………………….. 
Detailed Job Description attached as ADDENDUM “JD” to this contract  
3. VALIDITY OF THIS CONTRACT 
a. Should any part of this contract be in conflict with any existing or future Legislation then shall such Legislation 
shall be binding but all other stipulations of this agreement will remain binding on the parties to this agreement. 
b. No relaxation of any of the terms of this agreement by the employer or non-compliance by the employee will 
result in the loss of any of the rights of the employer in terms of this agreement. 
c. Any change to this contract will only be valid if in writing and signed by both parties. 
4. PLACE OF WORK 
The employee will work at (Name and address of Company) or at any other place required by the employer. 
5. PROBATIONARY PERIOD 
The employee is employed for a three-month probationary period. The employer will be able to cancel this 
contract before expiry date in the case of aggression. poor work performance or operational requirements.  
6. REMUNERATION  
a. Wages will be paid once every two weeks /monthly into a bank account of the employee’s choice. 
b. Should the employee be demoted due to disciplinary action the employee’s wage will be downsized 
accordingly. 
c. The employee agrees that monies owing to the employer may be deducted from his wage. 
d. Should the employee damage any property, equipment or vehicle due to negligence the employer will be able, 
after an enquiry, to recover such loss from the employee’s wage, on condition that such deduction not be more 
than 25% of the employee’s wage. 
e. RATE  ………………………………………………. Per hour 
7. TIME OF WORK 
 From ………….. …till  ..………..……/ or completion of work. 
8. SATERDAYS, SUNDAYS, PUBLIC HOLIDAYS AND OVERTIME 
As services are required. 
9. ANNUAL LEAVE 
The employee will be entitled to 15 workdays excluding Public Holidays. Leave must be taken during the annual 
shutdown of the factory that is in December and January.  Any leave taken during the year will be unpaid leave. 
10. SICK LEAVE 
Sick leave will be given in accordance with the Basic Conditions of Service Act.  The employee must submit a 
doctor’s certificate for any sick leave taken. The employee must inform the employer before 12:00 hrs that he will 
not be able to come to work and what address he will be at during absence. 
11. MATERNITY LEAVE 
 As per Basic Conditions of Employment Act. 
12. LEAVE FOR FAMILY RESPONSIBILITY 
 As per Basic Conditions of Employment Act. 
13. BONUSES 
Payment of any bonus is not a condition of service and is at the sole discretion of the employer who may change 
bonus systems as operational needs dictate. 
14. PREVIOUS SERVICE CONTRACTS 
 This service contract supersedes any previous service contracts or bonus systems. 
15. DEDUCTIONS FROM WAGES 
The employer shall not make any deductions except statutory deductions from the employee’s wage. The 
employer may however make deductions for tools and equipment issues lost or damaged wilfully by the           
employee. 
16. ACCOMMODATION 
In the case of accommodation being supplied by the employer - it must be used in accordance with the rules of 
the employer. In the event of termination of service the accommodation must be vacated within 7 days. No rooms 
may be let out to other parties and only the immediate family of the employee may live in the accommodation. 
17. PROTECTIVE CLOTHING  
Protective clothing will be issued at the discretion of the employer. If protective clothing is issued it will remain the 
property of the employer and must be worn during working hours and kept in clean and usable condition. If this 
contract is terminated for any reason within 3 months of having received new protective clothes, such clothes will 
be handed back to the employer.  
 
 
18. LOSS CONTROL 
a. The employee gives consent to being searched during working hours by a person of his own gender. 
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b. The employee takes note of the fact and accepts that TV and other observation equipment may be used in the 
work place to monitor performance and limit losses by theft and that material gained by this process may be used 
as evidence. 
c. The employee gives permission to be tested for alcohol or substance abuse and that the outcome of such a 
test may be used as evidence in any disciplinary hearing. 
d. The employee gives consent to undergo a lie detector test should it be required.  
19. CONFIDENTIALITY  
No information that the employee gains in the course of his employment at (Company Name) may be published 
to any other party without the consent of the employer. 
20. COMPANY VEHICLES 
a. Any traffic tickets, except those relating to the condition of the vehicle, will be the responsibility of the driver of 
that company vehicle. 
b. If an employee as a driver of a company vehicle is involved in a collision due to his own negligence he will be 
responsible for any damage caused or any insurance excess payment. 
c. Company vehicles may not be used for private purposes unless specific permission is granted and no 
unauthorised persons may be transported in any company vehicle. The employer is indemnified from any claim 
that may arise from the employee’s failure to observe the stipulations of this entire clause 21. 
21. SAFETY 
The employee must observe all safety requirements announced by the company and all requirements of Law. 
Breaching this provision will go to the core of the contract and will be considered a material breach. The 
employee indemnifies the employer against any claim that may arise out of his express failure to adhere to safety 
standards and regulations. No person may work on any moving vehicle or work on any dangerous machine 
unless such machine has been made safe by switching off machine at the main Electrical distribution board and 
locking this board. 
22. GENERAL  
All rules, disciplinary procedures and codes as announced from time to time form an integral part of this 
agreement. 
23. TERMINATION 
Any party who wishes to terminate this agreement must give the other party to this agreement written notice as 
follows: 
a. If a party has more than 4 weeks service - 2 weeks notice 
b. The notice period will not apply in the case of summary discharge in terms of a disciplinary code that makes 
such provision such as being absent without leave for more than three days. 
c. This contract will be automatically terminated in the case of a woman reaching the age of 55 years and a man 
60 years. 
24.  GRIEVANCE PROCEDURE 
If an employee has a grievance he must report it to his superior. If his superior is unable to solve the problem the 
matter must be referred to the employer who undertakes to try and find a solution within 14 days. Only if the 
matter cannot be solved internally may the employee then go to external arbitration mechanisms such as CCMA. 
25.  OTHER CONDITIONS OF SERVICE OR BENEFITS   See annexure  “A”. (Any Additional Info) 
26.  GENERAL AGREEMENT 
The employee undertakes on termination of this agreement not to directly or indirectly become involved in any 
other business of the same kind within 150 kilometres from this business. 
27. UNDERSTANDING AGREEMENT 
I agree that I have studied the contents of this agreement and it has been explained to me in my language of 
choice and that I understand all the clauses in the agreement. I have signed the agreement of my own choice 
and undertake to abide by all the stipulations of the contract and its attached addendums. 
 
AGREED AND SIGNED AT GEORGE ON THE   …………………DAY OF ……………………………………….. 2003. 
 
 
EMPLOYEE…..………………………………………………………………….    
 
EMPLOYER……………………………………………………………………… 
 
 
WITNESS 1………………………………………………………………………     
 
WITNESS 2……………………………………………………………………… 
 
 
 
INTERPRETER…………………………………………………………………  
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ANNEXURE VI: CODE OF GOOD PRACTICE 
 
CODE OF GOOD PRACTICE 
 
People are a very important part of our business and our mission is to make 
sure that we promote the company positively at all times.  
 
First impressions are very important and can make the difference between 
gaining and losing a potential customer or employee. Work towards leaving a 
positive impression and project the best business image possible at all times. 
Treat everyone with politeness even if they are rude to you. Always work 
towards enhancing the company’s image in other people’s minds. 
 
Listen carefully when someone requests something from you and repeat it if 
necessary to ensure that you understand what they want and if they leave 
messages ensure that you write down the details correctly. 
 
Find ways to be enthusiastic and find job satisfaction 
 
NB: The code for good working practice is a dynamic that is applicable to 
different companies and conditions in different ways and therefore would need 
to be specifically adapted for each business or environment. 
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ANNEXURE VII: DISCIPLINARY CODE OF CONDUCT 
DISCIPLINARY CODE OF CONDUCT 
 
THREE VERBAL WARNINGS MAY BE DISMISSED AFTER ENQUIRY. 
1.1  Absence for sick leave without doctor’s certificate. 
1.2   Failure to clock in or out at prescribed time.  
1.3   Go slow – wasting time during working hours. 
1.4   Interference with the work of other employees.  
1.5   Late for work or late return from tea/lunch periods. 
1.6   Leaving the work place without permission. 
1.7   Loitering and excessive time wasted on use of toilets. 
1.8   Unauthorised absence from work. 
 
TWO WRITTEN WARNINGS IN ONE YEAR MAY BE DISMISSED AFTER ENQUIRY  
2.10  Absence without permission for two or more shifts. 
2.11  Disregarding instructions from Superior. 
2.12  Disregarding safety regulations. 
2.13  Not maintaining quality standards. 
2.14  Sleeping on the job. 
2.15  Sub-standard performance.  
2.16  Tampering with doctors certificates. 
2.17  Threat of assault to any person. 
2.18  Unauthorised or misuse of company property. 
 
CODE 3 -SUMMARY DISMISSAL AFTER ENQUIRY 
3.20  Absence without notification for 3 days or more. 
3.21  Assault.  
3.22  Being in possession of alcohol and drugs on Company premises. 
3.23  Being in possession of dangerous weapons on Company premises. 
3.24  Dishonesty in clock times and clocking for someone else. 
3.25  Dishonesty in reporting production or stock totals. 
3.26  Fighting on company premises. 
3.27  Illegal strike actions. 
3.28  Instigation. 
3.29  Insubordination. 
3.30  Intimidation. 
3.31  Losing or damaging Company property. 
3.32  Negative influence of other workers. 
3.33  Neglecting safety rules. 
3.34  Poor work performance. 
3.35  Refusal to work – abandoning the job. 
3.36  Sabotage. 
3.37  Theft. 
3.38  Unauthorised possession of Company property. 
3.39  Under the influence of liquor or drugs as indicated by Company test,  
         or refusal to take such test. 
3.40  Using abusive language to superior or employee. 
 
 
 
 
…………………………………………………………………………………….. 
Employee Signature or Thumbprint 
 
Disciplinary Codes.Doc     Revised Mar 06  
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ANNEXURE VIII: JOB DESCRIPTION 
 
JOB DESCRIPTION  -  DRIVER  (as an example) 
 
Before driving out of the yard each morning  
• Check oil, water, tyres and wheel nuts 
 
Responsibility on road 
• To be a good ambassador for the company 
• Adhere to all road signs and rules 
• Drive safely 
• Do not ride on your brakes (you may need them some day in a real emergency. 
• Use your gears and exhaust brake going down hill 
 
Maintenance Responsibility 
• Ensure that truck is greased once per week 
• Ensure that truck is clean at all times 
• Check all safety items regularly (your life depends on this) 
• Report all defects to workshop. (If no action is taken report defect to management.) 
 
Loading, Delivering and Double Checking Site address. 
• Make sure you load the bricks required by the invoice 
• Don’t leave unless you are sure where the site is 
• Don’t offload unless you ask the people on site (Is this the right site for …..) 
• Ensure load is secured properly with straps. 
 
GENERAL 
• You, the driver, are responsible for the truck at all times. Don’t put the truck or yourself 
in danger (no matter what anybody else says.) 
• Make sure you have an invoice for all bricks that go out of the gate. 
• Create a good image for Allbrick by being helpful to customers. 
• Make sure you cash sales balance with invoice amount 
• Some deliveries might have to be done after hours (don’t expect to leave work 
everyday by 5pm) 
 
I understand the job description above and that it is a part of my employment contract. 
 
 
 
…………………………………………………….Driver 
 
 
 
 
……………………………………………………..Supervisor/Witness 
 
 
 
 
 
Job Description – Driver.doc Rev 10/06 
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ANNEXURE IX: INDUCTION MANUAL 
 
Induction Manual 
 
 Index 
1. Introduction 
2. Mission Statement 
3. General Safety Rules 
4. Housekeeping 
5. Conclusion 
 
 
1. Introduction 
The official name of this business is (state full name of business and  
           trading name if applicable). 
The core business activity of this company is (state your main activity). 
The owners of the company are  (state owners names). 
The managers are: Admin  (state names of managers at each section). 
    Financial 
    Operations 
    Production (or the titles applicable to your business). 
(Specify the names of key personnel in each department and what their job 
description and functions are.) 
 
All employees are appointed to work in one of the above departments. 
 
Each worker will undergo training to do the job that they are appointed for, and 
part of that training includes knowledge of work related safety. 
 
Safety induction will form part of the company’s safety policy and will give the 
employee a general guideline for working safely and effectively at all times 
 
 
2. Mission Statement 
People are a very important part of our business and our mission is to make 
sure that we promote the company positively at all times.  
 
First impressions are very important and can make the difference between 
gaining and losing a potential customer or employee. Work towards leaving a 
positive impression and project the best business image possible at all times. 
Treat everyone with politeness even if they are rude to you. Always work 
towards enhancing the company’s image in other people’s minds. 
 
Listen carefully when someone requests something from you and repeat it if 
necessary to ensure that you understand what they want and if they leave 
messages ensure that you write down the details correctly. 
 
Find ways to be enthusiastic and find job satisfaction 
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3. General Safety Rules 
Symbolic safety signs: To avoid misunderstanding and confusion and to 
prevent accidents and injuries, personnel must know and understand all the 
symbolic safety signs that are displayed on machines and buildings in the 
workplace. 
 
Dress for the job. You are expected to wear any clothing necessary (applicable 
to your job) to ensure your safety and the safety of others at all times. Do not 
wear loose clothes and jewellery that can catch on controls and moving parts 
of machines. 
 
Do not try to force yourself to reach behind protective guards for things. Stay 
clear of rotating or moving parts and do not attempt to clear obstructions or 
debris by hand before switching and locking out machine.  
 
Make sure protective guards and covers are secure and in place at all times. 
Never disable or remove any safety guard or mechanism while a machine is 
operational. Always shut down and lock out equipment before any repairs or 
maintenance is done. No unauthorised person may tamper with any 
equipment.  
 
Never disable or bypass automatic shutoff circuits or devices or trip-wires, and 
never ignore safety signs. 
 
Remember: SAFETY ALWAYS COMES FIRST 
 
More in-depth safety factors will be dealt with during safety induction training, 
including but not limited to; unsafe acts, unsafe conditions, keys to accident 
prevention and safety around mobile equipment. 
 
Report every incident as soon as possible, no matter how small. 
 
Safe and reliable work today, ensures a secure tomorrow. 
 
 
4. Housekeeping 
Good housekeeping means that there is a place for everything, and everything 
must be in its place at all times. 
 
Good housekeeping will; 
Cut down time spent searching for tools and articles 
Safe space as everything is in its place 
Prevent injuries because unsafe conditions are eliminated 
Reduce hazards because unsafe materials are kept in proper receptacles 
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5. INDUCTION MANUAL CONCLUSION 
The above basic guidelines are the framework for the employees to 
understand the policies of the company rules but the guidelines are not limited 
to this document. 
 
Although the company will do everything in its power to make the working 
relationship as functional and safe as possible, the employee still remains fully 
responsible to ensure that he does his job properly and is fully responsible for 
their own safety.  
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ANNEXURE X: EVALUATION 
 
SKILLS ASSESSMENT SHEET 
SURNAME:_________________________________  TITLE:______(MR/MS) 
NAMES: ______________________________________________________ 
MARITAL STATUS:______________No of Dependants________ 
(Divorced/Married/Single/Widowed)  
 
DATE EMPLOYED:______________________PAY NO:_________________ 
ID NUMBER:___________________________ DATE OF BIRTH___________ 
AGE:__________GENDER (M/F)___________NATIONALITY_____________ 
ETHNIC GROUP:_________________(African/Asian/Coloured/European) 
ADDRESS:____________________________________________________ _  
______________________________________________________________ 
TEL:__________________________CELL:_______________________ 
LANGUAGES: SPEAK READ  WRITE__ 
  AFRIKAANS:_____________________________________ 
___ ENGLISH:_____________________________________ 
_____XHOSA:_____________________________________ 
_____OTHER:_____________________________________   
DRIVER’S LICENCE (Y/N)______CODE:______________ 
HIGHEST STANDARD PASSED:_________________YEAR:_____________ 
 SUBJECTS:   
 ___________________________________________________ 
  
 ___________________________________________________ 
  
 ___________________________________________________ 
OTHER DIPLOMAS AND CERTIFICATES:____________________________ 
______________________________________________________________ 
______________________________________________________________ 
PRESENT DESIGNATION/JOB 
TITLE___________________________________ 
DEPARTMENT:_________________________________________________ 
JOB 
DESCRIPTION/DUTIES:__________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________ 
        
OBJECTIVES/GOALS:   
______________________________________________________________
______________________________________________________________
______________________________________________________________ 
INTERESTS AND HOBBIES:_______________________________________                         
______________________________________________________________
______________________________________________________________ 
LEARNING ASPIRATIONS:________________________________________ 
______________________________________________________________ 
